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ABST RACT  
The ma in res earc h  p rob lem in  th is  s tudy  was  to  iden t i f y s t r a teg ies  
tha t  c ou ld  as s is t  Sou th  A f r ic an c ompan ies  in  manag ing  kno wledge  
workers  fo r  the i r  op t i ma l  bene f i t .  To  ac h iev e  th is  goa l ,  the  
fo l lo wing  ac t ions  were ta ken :  
§  A  l i t e ra tu re  s tud y was  c onduc ted  to  iden t i f y t he  bes t  
s t r ateg ies  tha t  Sou th  A f r ic an  c o mpan i es  c ou ld  us e  to 
manage  kno wled ge  wor kers  fo r  op t i mal  b ene f i t ;  
§  Fo l lo wing  the  l i t e ra tu re  rev iew i n t e rv iews  were  c onc luded  
w ith  ke y peop le  in  the  hu man r es ourc e and  rec ru i tment  
indus t ry  to  de te rmine  ho w a  kno w l edge  wor ker  was  de f ined  
in  the i r  o rgan is a t ions  as  we l l  as  to p robe  wha t  manage ment  
and  hu man res ourc es  s t r a tegies  were  us ed  to  manage  
kno w ledge  workers  to  the i r  fu l l  po ten t ia l ;  
§  The  in te rv iews ,  in  add i t ion  to  th e  l i t e ra tu re  s tudy,  a ls o  
s e rved  as  a  bas is  fo r  a  s u rvey ques t ionna i re ,  wh ic h  was  
us ed  to  p robe  the  v iews  o f  kno wle dge  wor kers  to  d e te rmine  
too ls  and s t r a tegies  managers  us e  to  manage  the m.  
 
The  e mp i r ic al  r es u l t s  f ro m the  s tudy s ho wed s o me c onc ur renc e 
w ith  bes t  s t ra teg ies  s ugges ted  f ro m the  theore t ic a l  s tudy.  In  
es s enc e ,  the  s tudy rev ea led  tha t  know ledge  was  we l l  managed  in  
the  o rgan is a t ions  where  the s tud y  was  c onduc ted  and  tha t  the 
kno w ledge  workers  were  mot iv a ted and  p roduc t iv e .  Howev er ,  i t  
appeared  tha t  the re  was  unc er ta in ty  a round  the  re munera t ion ,  
r ewards  and  rec ogn i t ion  o f  the s e  emp lo yees ,  wh ic h  c ou ld  
u l t i ma te l y  r e f lec t  in  les s  p romis ing  lev e ls  o f  c ommi t ment  and  lo wer  
lev e ls  o f  r e ten t ion .    
The  ma in  f ind i ngs  were  tha t :  
§  kno w ledge  wor kers  s hou ld  be  rec ogn is ed  fo r  the i r  good 
per fo r manc e  b y p rov id ing  f inanc ia l  i nc en t iv es ;  
§  kno w ledge  wor kers  s hou ld  be  p rov ided  wi th  oppor tun i t ies  to  
c on t inuous ly dev e lop  the i r  c ompet enc ies  bu t  be  a l lowed  to  
c ra f t  t he i r  o wn dev e lop menta l  ex per ienc es ;   
v 
 
§  kno w ledge  workers  s hou ld  be  empo wered  b y de lega t ing  
tas ks  to  the m tha t  c a r r y dec is ion  mak ing  res pons ib i l i t y and  
a f fec t  innov a t ion ;  and   
§  Managers  and  kno wled ge  wor kers  s hou ld  c on t inuous ly  hav e 
per fo r manc e  and  o rgan is a t iona l  deve lop me nt  d is c uss ions .  
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CHAPTER O NE  
INT RODUCT ION,  PROBLEM ST AT EMENT AND ST RUCT URE  OF 
THE R ESE ARCH REPORT 
1 .1  INT RODUCT ION 
The i mpor tanc e  o f  kno wledge  wor kers  in  a  c o mpet i t i v e  wor ld,  
do mina ted  by  tec hno log y and  in fo rmat ion ,  i s  bec o min g  a  foc us  
po in t  o f  a t ten t ion  fo r  mos t  bus ines s es  who  wan t  to  re ma in  
c ompet i t i v e  in  the  g loba l  wor ld .  
A  p rob le m wi th kno wledge  wor kers  is  tha t  they  hav e  s c arc e  s ki l l s  
wh ic h inc reas e  the i r  mob i l i t y  an d  the y s hou ld  the re fo re  be  
managed  in  a  wa y tha t  wi l l  wan t  the m to  re ma in  in  the  
o rganis a t ion .  
Kno wle dge  workers  s hare  c harac te ris t i c s  tha t  ma ke  the m d i f fe rent  
f ro m o ther  emp loyees  the y a ls o  h av e  h igh  ex pec ta t ions  o f  the 
e mp lo yer  ( ps yc ho log ic a l  c on t rac t )  a l though  o rgan is a t ions  a ls o  
hav e  h igh  ex pec ta t ions  o f  them.  Is s ues re la ted  to  kno wledg e  
workers  tha t  s pec i f i c a l l y need  t o  be  addres s ed  a re  job  des ign ,  
mot iv a t ion ,  c a reer  dev e lopment ,  pe r fo r manc e  manage ment ,  
leaders h ip  and  remu nera t ion  (Canada ,  2011 ,  p .459) .   
Dyc h twa ld ,  Er ic ks on  and  Mor is on  (2006 ,  p .25)  po in t  ou t  tha t  in  
toda y ’s  bus iness  wor ld  leaders  a re  more  than  ev er  be fore fac ing 
the  c ha l lenge  o f  manag ing wor kfo r c e  s upp ly and  de mand.  Th is  i s  
as  a  res u l t  o f  s ign i f i c an t  and  unprec eden ted  c hanges  in  the  
work fo r c e  c ompos i t ion  and  tec hno l og ic a l  c hange .  There  a re  a ls o  
more  oppor tun i t ies  fo r  kno w ledge  wor kers  to  nego t iate  the  te r ms  
o f  the i r  e mp lo yme nt  due  to  the  g loba l  de mand fo r  kno wledge  
workers  and  s ki l l s  s hor tages .  Dyc h twa ld ,  Er ic ks on  and  Mor is on  
(2006 ,  p .28)  fu r the r  men t ion  tha t  h uman res ourc e ’s  res pons ib i l i t y  
w i l l  be  t o  p rov ide  ex per t ,  en l igh te ned  c ouns e l  to the  CEO and  
ex ec u t ive  tea m on  a l l  wor kfo rc e  ma t te r s .  The y mus t  ma in ta in  and  
dev e lop  the  o rgan is a t ion ’s  human  ass e ts  to  p rov ide  the  r igh t  
ta len t  in  the  r igh t  p lac e a t  the  r igh t  t i me .  
Cov ey (2004 ,  p .16)  ment ion  tha t  to day ’s  p rob le m is  tha t  managers  
a re  s t i l l  app l y ing  the  indus t r ia l  age  c on tro l  mode l  to  kno wledge  
workers .  Th is  i s  bec aus e  man y o f  thos e  in  leaders h ip  o r 
manager ia l  pos i t ions  manage  peop le  in  the  s a me wa y as  the y  
manage  th ings .  Managers  do  no t  s ee  the  t r ue  wor th  and po ten t ia l  
o f  peop le  who a re  managed ,  and  managers  do  no t  pos s ess  a 
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c omp le te ,  ac c ura te  unders tand ing  o f  hu man  na tu re .   He  fu r the r  
ment i ons  tha t  when  kno wledge  wo rkers  a re  t r eated  as  phys ic a l  
ob jec ts ,  managers  ins u l t  and  a l iena te  the m,  wh ic h  depers ona l i zes  
the i r  work  and  the y c rea te  lo w t r us t ,  and  a  un ion i zed ,  l i t ig ious  
c u l tu re .  
To  i nc reas e  job  dep th  and  f lex ib i l i ty  fo r  know ledge  wor kers  Ne l ,  
W erner ,  Po is a t ,  Sono ,  Du  P les s is ,  Ngalo ,  Van  Hoe k a nd  Bo tha  
(2011)  s ugges t  tha t  o rgan is a t ions  need  to  c rea te  oppor tun i t ies  fo r 
kno w ledge  wor kers  to  ga in  more  c on t ro l  in  the i r  jobs ,  ma ke  more  
dec is ions  thems e lv es  and  s olv e  p rob le ms  on  the i r  o wn.  
For  o rgan is a t ions  to  s uc c eed  and  be  more  c o mpet i t i v e  in  the  
twen t y f i r s t  c en tu r y the y nee d  to  hav e  a  work p lac e  tha t  i s  
c onduc ive  fo r  p roduc t iv i t y an d  the y  mus t  a ls o  hav e  an  engaged  
work fo r c e .  Dyc h t wa ld ,  Er ic ks on  and  Morr is on  (2006 ,  p .208)  c i ted  
tha t  s a t is fac t ion  does  no t  equa l  engage ment .  The y ment ioned  that  
engage ment  i s  abou t  pas s ion  and  c ommi t ment  and  the  wi l l i ngnes s  
to  ex pend  one ’s  d isc re t ionary e f fo r t  on  the  emp l o yer ’s  s uc c ess .  
Engaged  e mp lo yees  iden t i f y w i t h  the  tas k a t  hand ,  the i r  
en thus ias m infec ts  o thers ,  the i r  ac t iv i t y genera tes  as  we l l  as  
c ons umes  the i r  energ y and  the y c a re  deep l y abou t  the  ou tc o me .  
The  abov e  d is c uss ion  i l lus t r a tes  the  i mpor tanc e  o f  kn o wledge  
workers  in  a  c ompet i t i v e  wor ld  domina ted  b y tec hno log y and  
in fo rmat ion .  I t  a ls o  pos tu la tes  tha t  to  re ta in  kno wledg e  workers  
and  to  ga in  op t i ma l  bene f i t  f r o m th e i r  kno wledge  a nd  s ki l l s ,  t he y  
need  to  be  man aged  in  a  s pec i f i c  way.   In  th is  res pec t ,  the des ign 
o f  jobs ,  manag e me nt  o f  kno wledg e  wor kers  and  the o rgan is a t iona l  
c u l tu re ,  need  to  r ec e iv e  c a re fu l  a t ten t ion .    
There fo re ,  ke y is s ues  re lated  to  know ledge  workers  e merge  fo r  
21 s t  c en tu r y o rgan is a t ions :  ho w to  manage  know ledge  wor kers ,  
how to  re ta in  the m and  ho w to  ens ure  tha t  the i r  kno wledge  
bec ome par t  o f  the in te l lec tua l  c ap i ta l  o f  the  o rganis a t ion  
(Tr ipa th i ,  2010 ,  p .2 ) .   
The  abov e d is c uss ion  the re fo re p res en ts  the  bas is  fo r  the 
ex p lo ra t ion  o f  the  ma i n  p rob le m o f  the  s tudy.  
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1 .2  MAIN PROBLE M AND S UB-PRO BLEM S 
The purpos e  o f  th is  r es earc h  was  to  iden t i f y  s t r a teg ies  tha t  c ou ld  
as s is t  Sou th Af r ic an  c ompan ies  in  ma nag ing  kno wledge  workers  
fo r  the  op t i ma l  bene f i t  o f  the i r  o rgan is a t ions .  
The  fo l lo wing  s ub-prob le ms  hav e been  der iv ed  f ro m th e  ma in  
p rob lem.  
Sub-prob lem one:  
W hat  is  a  kno wledge  wor ker?  W hat  a re  the  c harac te r is t ic s  and 
ex pec ta t ions  o f  know ledge  workers  and  wha t  r o le  do  the y  p la y in  
the  s ucc es s  o f  an  o rgan is a t ion?   
Sub-prob lem tw o:  
W hat  is  a  kno wledge  wor ker  as  de f ined  a t  fou r  hu man res ourc e 
and  rec ru i tmen t  c o mpan ies  i n  Por t  El i zabe th  and  wha t  s t r a teg ies  
a re  us ed  a t  thes e  c ompan ies  to  man age  knowled ge  wor kers ?  
Sub-prob lem th ree:  
W hat  bes t  p rac t ic e  manage ment  s t r a teg ies  c ou ld  o rgan is a t ions  
u t i l i s e  to  ex p lo i t  t he fu l l  po ten t i a l  o f  kno w ledge  wor kers  and  
s a t is f y the i r  un ique  needs  and  ex pec ta t ions ?   
Sub-prob lem four :  
To wha t  ex tent ,  bas ed  on  the  perc ep t ions  o f  kno wledge  wor kers ,  
a re  thes e  bes t  p rac t ic e  manage men t s t r a teg ies  u t i l i s ed  by the  fou r  
hu man res ourc e  and  rec ru i t men t  c ompan ies  in  Por t  El i zabe th?  
1 .3  CONCE PT UAL MODEL OF  THE T HEORETICAL ST UDY  
F igure  1 .1  p res en ts  a  c onc ep tua l  mode l  o f  the  theore t ic a l  s tudy,  
and  s pec i f i c a l l y o f  the  indepe nden t  and  dependen t  v a r iab les .  
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F igure  1 .1 :  Conceptua l  model -  theory  
Engagement of 
knowledge workers
Achievement of 
organisational goals
Satisfaction and 
retention of 
knowledge workers
MANAGEMENT 
STRATEGIES
• Supportive 
Organisational culture
• Motivation
• communication network
• Opportunities for 
exercising creative  
potential
• Mentoring and coaching 
HR strategies
• Job design
• Recruitment, selection 
and orientation
• Performance 
management
• Reward and 
remuneration
• Training and 
development
Independent variables 
Dependent variables 
 
The  abov e  mode l  in  F igu re  1 .1  p ro v ides  an  unders tand ing  o f  both  
bes t  manage men t  s t r a teg ies  fo r  u t i l i s ing  the fu l l  po ten t ia l  of  
kno w ledge  wor kers  and HR s t ra teg ies  fo r  op t ima l  u t i l i s at ion  and  
re ten t ion  o f  kno w ledge  wor kers .  This  mode l  w i l l  be  d is c uss ed  in  
Chap te r  two  o f  the  s tud y .  
 1 .4  DEL I MI NAT IO N OF  RES EARC H  
A s tudy is  de l i mi ta ted  to  ma ke  the  s tudy more  manageab le.  
Howev er ,  omi t t ing  s o me top ic s  does  no t  mean  tha t  the re  is  no  
need  to  r es earc h them.  
1 .4 .1  Se lected  organiz at ion  
The e mp i r ic a l  s tudy  was  c onduc ted wi th  f ou r  hu man res ourc e  and  
rec ru i t men t  c o mp an ies  in  Por t  E l i za be th .  Thes e  were  Ke l l y Group,  
I ka mv a Rec ru i t men t  and  Hu man  Res ourc es ,  The mba Kun ye  
Rec ru i t men t  Serv ic es  and  Khu l is a  Connec t ion  Rec ru i t men t  and  
Human  Res ourc es .  
1 .4 .2  T arget  popula t ion 
The s tud y was  ta rge ted  a t  kno w ledge  wor kers ,  managers  o f  
kno w ledge  workers  and  hu man res ourc es  managers .  
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1 .4 .3  Geograph ic  de l im i ta t ion  
There  a rea  tha t  was  c hos en  fo r  the  res earc h  was  the  Eas te rn 
Cape .  
  
1 .5  OBJ ECT IVES OF  T HE ST UDY  
The ob jec t iv es  o f  the  s tudy were  to :  
 
·  To  de f ine  the  c onc ep t  o f  ‘kno wled ge  worker ’  b y mea ns  o f  a 
theore t ic a l  s tudy ;   
·  To  inv es t iga te  the  ro le  tha t  kno w ledge  workers  p la y in  an  
o rgan is a t ion ;  
·  To  iden t i f y the  c harac te r is t i cs  and  ex pec ta t ions  o f  kno wledge  
wor kers ;   
·  To  c onduc t  in te r v iews  wi th  ke y peo p le  in  the  human  res ourc e 
and  rec ru i tmen t  indus t ry  to  de te r mi ne  ho w a  k nowledge  wor ker  
i s  de f ined  in  the i r  organ is a t ions  as  we l l  as  to  p robe  wha t  
manage ment  and  hu man res ource  s t r a teg ies  a re  us ed  to 
manage  k nowled ge  wor kers  to  the i r  fu l l  po ten t ia l ;  
·  To  iden t i f y ,  bas ed  on  a  theore t ic a l  s tud y,  bes t  p rac t ic es  fo r  
manag i ng  kno w ledge  workers ;  and  
·  To  c onduc t  an  e mp i r ic a l  s tud y a t  fou r  hu man res ourc e  and 
rec ru i t men t  c o mpan ies  in  Por t  E l i z abe th  us ing  ques t ionna i res  
to p robe  the  perc ep t ions  o f  know ledge  workers  o f  the 
s t ra teg ies  us ed  a t  thes e  c ompan i es  to  manage  kno wledge  
wor kers .  
1 .6  RE SE AR CH DE SIGN OBJE CT IVES  
Th is  s ec t ion  dea ls  wi th  as pec ts  re la t ing  to  r es earc h  des ign  and 
res earc h  methodo log y .    
F igu re  1 .2  i l lus t r a tes  the  res earc h  des ign  us ed  fo r  th is  s tudy.  
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F igure  1 .2 :  Research  des ign  
Empirical study
•Development of questionnaire
•Pilot study
•Administration
Pre-reading 
•Development of the main and sub-problems
Theoretical study
Interviews with key people 
at  four  human resource 
and recruitment companies 
Quantitative analysis of the 
results
Findings and recommendations
 
F igu re  1 .2  i l lus t r a tes  tha t  a f te r  th e  p re - read ing  was  done ,  ma in  
and  s ub-p rob le ms  were  fo rmu la ted .   A  s ec ondary l i t e ra tu re  rev iew 
was  then  c onduc ted  us ing  a r t i c les ,  books ,  journa ls ,  pe r io d ic a ls ,  
d is s e r tat ions ,  thes es  and  l ib ra ry r e fe renc e  s e rv ic es .  The  
theore t ic a l  s tudy  foc us ed  on  the  un ique  c harac te r is t i cs  and  
c ompete nc ies  o f  knowledge  work ers  and bes t  p rac t ic e  human  
res ourc e  and  manage ment  s t r a te g ies  tha t  c ou ld  be  us ed  to  
manage  and  re ta in  kno wledge  workers  to  the  bene f i t  of  the  
o rganis a t ion .   
To  s upp le ment the  theor y ,  in te rv iews  were  c onduc ted  wi th  ke y  
ro le  p la yers  a t  fou r  human res ourc e and  rec ru i t men t  c o mpan ies  in  
Por t  El i zabe th  who  were  as ke d  abou t  the i r  pe rc ept ions  o f  the  
de f in i t ion  o f  the  c onc ep t  ‘kno wledge  wor ker ’  in  the  c on tex t  o f  the i r  
o rganis at ion ,  and  the  s t r a teg ies  us ed  a t  thes e  o rgan is a t ions  to 
manage  and  re ta in  kno wledge  workers  to  the  bene f i t  of  the  
o rganis a t ion .   
A  ques t ionna i re  was  c ons t ruc ted  and  kno wl edge  wor kers  were  
s u rveyed  to  es tab l is h  the i r  lev el  o f  unders tand ing  o f  the  ro le  of  
kno w ledge  workers  in  the  o rga nis at iona l  s uc c ess  and  the i r  
pe rc ep t ions  o f  the  management  a nd  hu man  res ourc e  s t ra teg ies  
us ed  fo r  the  management  o f  kno wle dge  wor kers .   
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The res u l t s  o f  the  s u rv ey were  rec orded  on  an  Ex c e l  s p reads hee t  
and  then  s ta t is t i c a l l y  p roc es s ed  by  means  o f  the  g raphs  and  
tab les .    
 
The  res u l ts  were  ana l ys ed  and  rec ommendat ions  were  made  fo r  
the  manage ment  o f  kno wledge  wor kers  in  genera l  and  s pec i f i c a l l y  
fo r  the  hu man res ourc e  and  rec ru i t me n t  c o mpan ies  where  th is  
s tudy was  c onduc ted .   
 
W i th th is  s tudy,  a c on t r ibu t ion  was  made to  the  s uc c es s  o f  thes e 
hu man res ourc e  and  rec ru i t men t  c o mpan ies  by  iden t i f y ing  
s t r ateg ies  tha t  c ould  be  us ed  to  manage  kno w ledge  wor kers  in  a  
p roper  manner  fo r  the  op t i ma l  bene f i t  o f  the  o rgan is a t ion .  
1 .6 .1 .  Resea rch  methodo logy  
A mix ed  method  approac h,  c ons is t ing  o f  a  qua l i t a t i v e  and  
quan t i ta t i v e  approac h ,  was  us ed wh ic h  a l lo ws  for  c o l lec t ion  o f  
da ta ,  inc lud ing  a  theore t ic a l  s tud y,  i n te rv iews  and  a  s u rv ey.   
A theore t ic a l  s tudy was  c onduc ted  to  c rea te  an  unders tand ing  of  
bes t  p rac t ic es  and  s t ra teg ies  tha t  o rgan is a t ions  c ou ld  us e  to  
op t i mis e  the  fu l l  po ten t ia l  o f  kn owledge  workers  and  s a t is f y 
kno w ledge  workers  un ique  needs  in  the  work  p l ac e .   
In te rv iews  were  c onduc ted  w i th fou r  s en io r  managers  f r o m hu man  
res ourc e  and  rec ru i tmen t  o rgan is a t i ons  in  Por t  E l i zabeth ,  to  ge t  a  
genera l  idea  o f  wha t  was  regarded  as  a  kno wle dge  wor ker  and  
genera l  s t ra teg ies  us ed  to  op t i mis e  the  c on t r ibu t i on  o f  kno wledge  
workers  and  meet  the i r  needs .  Th e  inte r v iews  s upp lemented  the  
da ta  c o l lec ted  f ro m the  theore t ic a l  s tudy .   
Fo r  the  emp i r ic a l  s tudy ,  a  s u rvey was  c onduc ted  wi th  a  
ques t ionna i re  as  da ta  ga ther ing  ins t rumen t.  The  ques t ionna i re  
was  hand-de l iv e red  to  the  des igna ted  ta rge t  g roup  a t  eac h  o f  the  
fou r  c o mpan ies .  The  ta rge t  g roup  c ons is ted o f  e mp lo yees  who  
were  kno wled ge  wor kers  and  the s e  emp lo yees  per fo r med c ore  
work  a t  thes e  c ompan i es  and  we re  d i r ec t l y inv o lv ed  wi th  the  
c us tomer .  A  c ov er ing  le t te r  s ta t ing  tha t  the  s u rv ey was  
anonymous ,  tha t  the  na mes  o f  the  par t i c ipan ts  were  no t  r equ i red  
and  tha t  pa r t i c ipan t ’s  c on f iden t ia l i t y  wou ld  be  guaran teed  
ac c ompan ied  the  ques t ionna i re .   
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1 .7  DEF I NIT ION OF  CO NC EPT S 
The fo l lo wing  c onc ep ts  tha t  appear  in  the  t i t le ,  ma in  p rob le m and  
s ub-p rob le ms  were  b r ief l y ex p l a ined  to  p rev en t  d i f fe ren t  
in te rp re ta t ions .  
1 .7 .1  Know ledge 
Gray (2004 ,  p .185)  ment ion  tha t  to  s u rv ive  and  th r iv e  in  an  
o rganis at ion  requ i res  a  c ons iderab le  amount  o f  kno wledge  o f  
va r ious  k inds .  He  iden t i f ied  th ree  t ypes  o f  know ledge ,  na me l y  
d ic t ionary  kno w ledge ,  r ec ipe  kno w l edge  and  ax io mat ic  kno w ledge.  
D i rec to r y  kno w ledge  is  kno wled ge  abou t  c aus e  and  e f fec t  
r e la t ions h ips ,  p roc ess es  and  how t o  do th ings .  Rec ipe  kno wledge  
c ov ers  rec ommenda t ions ,  i mprov ements  and  repa ir  s t ra teg ies  and  
is  c ompos ed  o f  c ogn i t ions  abou t  wha t  s hou ld  be  done  to  improv e  
th ings  o r  wha t  s hou ld  be  done  in  c as e  s ome th ing  goes  wrong .  
F ina l l y,  ax io ma t ic  kno w ledge  c ov ers  bas ic  as s umpt ions  tha t  hav e 
in f luenc ed  o rgan is a t ions ’  ex is tenc e .  
Ac c ord ing  to  Bogdanowic z and  Ba i l y ( 2002 ,  p .125) ,  in  the  new 
bus iness  wor l d ,  know ledge  has  e me rged  as  an  as s e t  to  be  v a lued ,  
dev e loped  and  managed .  This  kno wledge  is  as  a  res u l t  o f  e f fo r t s  
by know ledge  wor kers ,  in  who m kno wledge  res ides .  Th is  
kno w ledge  is  b rough t  by in d iv idua ls  to  the  o rgan is a t ion ,  
kno w ledge  wh ic h  they ac qu i red  th rough  educ a t ion ,  t r a in ing ,  and  
ex per ienc e .  W hen ind iv idua l  kn owledge  workers  leav e  the 
o rganis a t ion ,  the y  ta ke  th e i r  kno w l edge  wi th  to  the  nex t  emp lo yer  
and  the y  a ls o  ta ke  ad d i t io na l  kno wl edge  ac qu i red the re  as  we l l .  
Kno wle dge ,  in  t he  c on tex t  o f  th is  s tudy,  re fe rs  to  the  kno wledge  
b rough t  in to  the  o rgan is a t ion  b y  d i f fe rent  kno wledge  wor kers ,  
wh ic h is  the  kno w ledge  the y  hav e  ac qu i red  by educ a t ing  
the ms e lv es  th rough  t ra in ing  in ter ven t ions  the y  too k to  up  s k i l l  
t he i r  kno w ledge  and  kno wledge  t he y  hav e  ga ined  th rough  d i f fe ren t  
ex per ienc es .  
1 .7 .2  Wo rke r  
W orkers  h i r e  ou t  the i r  labour  po ten t ia l ,  s uc h  as  energy,  s ki l l s ,  
kno w ledge  and  ab i l i t ies  to  pe r fo rm c er ta in  tas ks  on  beha l f  o f  the  
o rgan is at ion  (S wanepo e l ,  Eras mus ,  Van  W yk & Sc hen k 2007,  
p .620) .  “W orker ” ,  as  mos t l y re fe r re d  to  in  th is  s tudy,  r efe r s  to  a  
kno w ledge  wor ker ,  who  ex c hanges  mos t l y c ogn i t i v e  s k i l l s  fo r  
r ewards .   
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1 .7 .3  Know ledge w orker 
Ac c ord ing  to  Hor ibe  (1999 ,  p .x i ) ,  kno w ledge  wor kers  a re  peop le  
who  us e  the i r  heads  more  than  th e i r  hands  to  p roduc e  v a lue .  They 
add  v a lue  th rough  thei r  ideas ,  th e i r  ana l ys es ,  the i r  judge ment,  
the i r  s yn thes is  and  the i r  d es ign .  Ho l man,  W a l l ,  C legg ,  Sparro w 
and  Ho ward (200 5 ,  p .134)  de f ine  kno wledge  workers  as  
ind iv idua ls  who ,  th rough  the i r  in i mi tab le  kno wledg e  and  s ki l l s ,  
genera te  ne w kno wl edge  tha t  c rea tes  c omp et i t i v e  advan tage  fo r 
e mp lo yers .  
1 .7 .4  St ra tegy  
Harv ey and  Bro wn (2001 ,  p .431 )  ass er t  tha t  s t r a teg ies  a re 
c ours es  o f ac t ion  o rgan is a t ions  us e to  ac h iev e ma jo r  ob jec t iv es .  It  
r e fe r s  to  a l l  the  ac t iv i t ies  tha t  lead  to  the  iden t i f i c a t ion  o f  the  
ob jec t iv es  and  p lans  o f  the  o rgan is a t ion and  is  c onc erned  wi th  
r e la t ing  the  res ourc es  o f  the  o rganis a t ion  to  oppor tun i t ies  in  the  
la rger  env i ronment.  
1 .7 .5  Management   
Druc ker  ( 2007 ,  p .8 )  s ta te  tha t  man age ment  i s  the  tas k  o f  ma k ing  
peop le  c apab le  o f  jo in t  pe r fo rmanc e .  Ano ther  manage ment  tas k  is  
to  as s is t  emp l o yees  to  pe r fo rm the i r  tas ks  be t te r  by mak ing  the i r  
s t r eng th  e f fec t iv e  and  the i r  wea kne s s es  i r r e lev an t .   
1 .7 .6  Organiz at ion  
Ac c ord ing  to  W erner  e t  a l  (2011 ,  p .21 ) ,  o rgan is a t ion  re fe r s  to  a  
p lanned  s ys te m o f  ac t iv i t ies  by o rgan is ed  peop le  fo r  the 
ac h iev ement  o f  s o me c o mmon ex p l i c i t  pu rpos e ,  th rough  d iv is ion  o f  
labour  and  f unc t ion  and  th rou gh  h ie ra rc hy  o f  au thor i t y a nd  
res pons ib i l i ty .  
1 .7 .7  Know ledge management 
Kno wle dge  manage ment  i s  the p ro c es s  o f  mana g ing  bo th  ex p l ic i t  
and  i mp l ic i t  kno wledge  in  an  o rgan is a t ion .  I t s  ma in  purpos e  is  to  
i mprov e  s to r ing ,  c rea t ion ,  s har ing and  us e  o f  s uc h  kno wledge  in  
the  o rgan is a t ion  and  s o  to i mpro ve  per fo rmanc e  o f  kno wled ge  
workers  and  the  o rgan is a t ion  as  a who le  (Š i kẏ ř ,  Boras  & To mić  
2008 ,  p ,3 ) .  
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1 .8  S IGNIFI CANCE OF T HE RE SEARCH 
Organ is a t ions  a re  c on t inuous ly under  p ress ure  to  pe r fo rm due  the  
c ha l lenges  pos ed  by the  inc reas e in  g loba l  c o mpet i t ion .  Thes e  
c ha l lenges  hav e  a  s ign i f i c an t  in f l uenc e  on  the  wa y kno wledge  
workers  a re  managed .  
The  s tud y o f  manag ing  kno wle dge  wor kers  is  no t  a  ne w 
pheno menon .  Ho wev er ,  v a r ious  fac to r s  nec ess i ta te  the  on-go ing  
res earc h  o f  th is  p rob lem.  Th is  s tudy foc us ed  on  kno wledge  
workers  in  the  f ie ld  o f  human  res ourc es  manage ment ,  and  
s pec i f i c a l l y in  human  res ourc e  and  rec ru i t men t  c o mpan ies .   
Appropr ia te HR  and  manage ment  s t ra teg ies  a re  requ i red  to  ga in  
the  mos t  f r om the  po ten t ia l  o f  kn o w ledge  workers  and  a t  the  s ame  
t i me ,  r e ta in  the i r  kno wledge  in  the  o rgan is a t ion .  
There fo re ,  th is  s tudy is  i mpor tan t  a nd  the  res u l t s  c an  be  us ed  by 
managers  and  HR managers  res pons ib le  fo r  manag ing  kno wledge  
workers .  I t  c an  a ls o be  us ed  by  sc ho la rs  who  s tudy kno wledge  
workers  and  the  i mpac t  kno wl edge  wor kers  hav e  on  o rgan is a t ions .  
Kno wle dge  workers  p lay  an  impor ta n t  r o le  in  the  s ucc ess  o f  the i r  
o rganis a t ion  i f  the y a re  loo ked  a f te r  and  a re  g iv en  oppor tun i t ies  to  
us e  the i r  own in i t ia t i v e ,  wor k in  tea ms , and  f lex ib i l i t y i s  p rov ided 
to  ma ke  the i r  o wn dec is ions .  
1 .9  ST RUCT URE OF  T HE RES EARC H REPORT    
The t r ea t is e  inc ludes  the  fo l low ing  c hap te rs :  
 
Chapter 1 :  In t roduc t ion ,  p rob le m s ta te men t  and  s t r uc tu re  o f  the 
res earc h  repor t  
The  res earc h  top ic  i s  ex p la ined  and  a  bac kgroun d  is  g iv en 
fo l lo wed  by  the  p rob le m s ta te ment ,  s ign i f i c anc e  and  de l i mi ta t ions  
o f  the  res earc h .  
Chapter 2 :  L i te ra tu re  rev iew/ theore t ic a l  f r a me wor k  
In  th is  c hap te r ,  the l i t e ra tu re  c ons u l ted  is  de marc a ted  and  
d is c uss ed  
The  v iews  f ro m the  in te r v iews  c onduc ted  w i th  the  ke y peo p le  f ro m 
the  fou r  hu man res ourc e  and  rec ru i t men t  c o mpan ies  a re  
p res en ted .  
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Chapter 3 :  Res earc h  des ign  and  me thodo log y  
A  theore t ic a l  ex p lana t ion  o f  th e methodo log y app l ied  to  c onduc t  
the  res earc h  is  g iv en .   
Chapter 4 :  E mp i r ic a l  r es u l t s  
Th is  c hap te r  dea ls  wi th  the  res u l t s  o f  the  e mp i r ic a l  s tudy ,  wh ic h  
a re  in terp re ted  in o rder  to  a r r iv e  a t  c onc lus ions .  The  ma in  
f ind ings  are  h igh l igh ted .  
Chapter 5 :  D is c us s ion  c onc lus ions  and  rec ommend at ions  
Th is  c hap te r  p rov ides  an  ov erv iew o f  the  ma in  f ind ings ,  to  
ind ic a te  how gaps ,  as  iden t i f ied  i n  the  l i t e ra tu re ,  were  c ov ered 
and  whe t her  the res earc h ob jec t iv es  had  been  a t ta ined .  Areas  fo r 
fu r the r  res earc h  a re  a ls o  iden t i f ied .   
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CHAPT ER TWO 
T HE CHARACT ERIST ICS,  EXP ECT AT IONS AND MANAGEM ENT 
OF  KNOWL EDGE WO RK ER S 
 
2 .1  INT ROD UCTIO N 
In  tod a y ’s  c o mpet i t i v e  wor ld  and g l oba l iza t ion ,  work  is  bec oming  
more  c o mp lex  and  more  unpred ic tab le .  Thes e  unpredic tab le  and  
c omp lex  c ond i t ions  res u l t  in  dec is ion  mak ing  tha t  i s  more  
dec en t ra l i s ed .  Kno wledge  wor kers  us e  the i r  minds  to  c hoos e 
dec is ions  tha t  a re  c omp lex  (F i r es tone  & El ro y,  20 03 ,  p .241) .  
Bec aus e  o f  the  c on t inuous  c hange  in  the  g loba l  t r ade  and  So u th  
A fr ic a  c ompet ing  wi th  the  in terna t io na l  wor ld  fo r  ta len t  i t  i s  c r i t i c a l  
fo r  Sou th A f r ic an  o rgan is a t ions  to pay  more  a t ten t ion  to  the i r  
kno w ledge  workers  and  inv es t  in  more  hu man res ourc e 
in te rv en t ions  to  a t t r ac t  and  ma in ta in  kno wledge  wor kers .  
Tr ipa th i  (2010 ,p .1 )  ma in ta ins  tha t  in  today ’s  c ompet i t i v e bus iness  
wor ld  bus ines s es  c an  no  longer  us e  c os t  foc us  as  the i r 
c ompet i t i v e  adv an tage ,  as  th is  c an no  longer  be  a  d i f fe ren t ia t ion  
s t r ategy.   I f  bus ines s es  wan t  to  win  ov er  the i r  c ompe t i to rs  the y  
need  to  manage  the  kno wledge  o f  every e mp lo yee  and  par t i c u la r l y  
the  kno wl edge  o f  k nowled ge  worker s ,  as  the i r  kno wledge  mus t  be  
c onv er ted  in to  a  poo l  tha t  the  e n t i re  bus iness  c an  bene f i t  f ro m.   
Th is  c hap te r  p rov ides  a  theore t ic a l  ov erv iew of  kno wledge  
workers ,  the i r  c harac te r is t ic s  and ex pec ta t ions ,  and  bes t  p rac t ic e 
manage ment  s t ra teg ies  tha t  c an  be  us ed  to  manage  the m.   
2 .2 .  K NO WLE DGE WORKE R DEFINED 
Befo re  dea l ing  wi th  c harac te r is t ics  o f  know ledge  workers  i t  i s  
nec ess ary to  de f ine  wha t  a  k nowled ge  wor ker  i s .   
Hor ibe  (1999,  p .x i )  de f ines  kn owle dge  wor kers  as  thos e  peop le  
who  us e  the i r  heads  more  than  th e i r  hands  to  p roduc e  v a lue .  They 
add  v a lue  th rough  thei r  ideas ,  th e i r  ana l ys es ,  the i r  judge ment,  
the i r  s yn thes is  and  the i r  des ign .   
Kno wle dge  workers  wor k w i th  the i r  kno wledge  an d  thos e  o f  o the r  
kno w ledge  wor kers  c ommun ic a ted  th rough  in fo r mat ion  s ys te ms .  
Kno wle dge  wor kers  a ls o work wi th  o rgan is a t iona l  and  tec hn ic a l  
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kno w ledge  enc oded  in  p rogra ms ,  r ou t ines  and manager ia l  
d is c ours e  (Swan,  Ne we l l ,  Sc arb rough  & H is lop ,  1999 ,  p .7 ) .  
Tr ipa th i  (2010 ,  p.5 )  de f ines  a  kno w l edge  worker  as  a  “manager ,  a  
s uperv is o r ,  o r  a  c le r k  who  is  ac t iv e ly  i nv o lv ed  in  th in k ing,  
p roc ess ing  in fo r mat ion ,  ana l ys ing ,  o r  r ec o mmend ing  p roc edures  
bas ed  on  ex per ienc e  and  c umu la t iv e  kn o wledge ” .  
Organ is a t ions  e mp lo y kno wled ge  workers  who  en te r  the  wor kfo rc e  
w ith  s ki l l s  and  kno wledge  wh ic h  t hey  us ua l l y ob ta ined  th rou gh  
fo rma l  educ a t ion .  Kno wle dge  workers  app ly the i r  kno wledge  and  
ex per ienc e ,  wh ic h  they hav e dev e loped  th rough  deeper 
ex per ienc e  and b road  p rac t ic e -bas ed  s o lu t ions ,  to  s o lv e prob le ms  
in  a d i f feren t  c on tex t  o r  to s o lv e  d ive rs e  p rob le ms  ( J ac ks on ,  H i t t ,  
&  Den is e ,  2003 ,  p .105) .  
Ac c ord ing  to  Gran tha m and  W are  (2007 ,  p .1 ) ,  the  ke y to  a  th r iv ing 
innov a t ion  bas ed  ec onomy is  ta len t ,  and  th is  ta len t  c o mes  f ro m 
kno w ledge  wor kers .  The  e merg ing  ec ono mic  dev elop ment  
pa radig m foc us es  on  ma k ing  c o mp an ies  a t t rac t iv e  to  kn o wledge  
workers ,  and  is  founded  on  the  b e l ie f  tha t  an  o rgan is a t ion  that  
a t t rac ts  ta len ted  peop le  wi l l  gen era te  enough  jobs  to  r e ta i n  
e mp lo yees  and  dev e lop  a  s t rong  o rgan is a t ion .  
D ruc ker  ( 2007 ,  p .60)  s ta te  tha t  kno wledge  wor kers  hav e  mob i l i t y ,  
they  o wn the i r  means  o f  p roduc t ion  (wh ic h  is  the i r  kno wled ge)  and  
the i r  pe r fo r manc e  is  no t  mot iv a ted  by mone y a lone .  
K innear  and  Su ther land  (2000 ,  p .1 )  ment ioned  tha t  kno wledge  
workers  a re  more  i mp or tan t  to  the  long  te rm s ucc ess  than  the 
s hor t - te rm s uc c es s  o f  the  o rgan is a t ion .  Mah moo d and  A l i  
( 2011,p .27)  s uppor t  th is  v iew and  fur the r  e mphas is e  tha t  i t  i s  the 
ob l iga t io n o f  the  o rgan is a t ion  to  take  c a re  o f  the i r  kno wledge  
workers  in  o rder  to  take  adv an tage o f  the i r  kno wledge ,  o ther wis e  
they  wi l l  los e  a  v a luab le  as s e t  and  th is  kno w ledge  as s e t .  
Mah mood and  A l i  (2011 ,  p .27 )  ment ion  tha t  a  kno wledge  wor ker  i s  
an  in tang ib le  res ourc e  o f  the  o rgan is a t ion  and  the  ou tpu t  r ec e iv ed 
o f  kno wledge  workers  wi l l  b e  qu a l i t a t i v e  in  na tu re .  There fo re ,  
kno w ledge  wor kers ’  p roduc t iv i ty  c anno t  be  meas ured  acc ord ing  to 
qua l i t y  p roduc ed  in a  s pec i f ied  t i me .  Co mpar ing  to  t r ad i t iona l  
p roduc t iv i t y meas ure ment ,  where  p roduc t iv i t y o f  wor kers  is  
meas ured  in  te r ms  o f  qua l i t y,  the  s c enar io  o f  kno wledge  work ers  
is  d i f fe ren t ,  as  ment ioned  abov e .  
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Kno wle dge  workers  unders tand  how the i r  c ont r ibu t ion  c an  be 
enhanc ed  in  the  o rgan is a t ion .  They pu t  the i r  bes t  ab i l i t ies  to  the  
tes t  and  they  c ha l lenge  and  ac h iev e (Ser ra t ,  2010 ,  p .2 ) .  
Ac c ord ing  to  Dav enpor t  (2005 ,  p .33) ,  kno wledge  workers  a re  a  
ke y s ourc e  o f  g rowth  in  o rgan is a t io ns  they work  fo r .  Ne w p roduc ts  
and  s e rv ic es ,  new approac hes  to  marke t ing ,  ne w bus ines s  mode ls  
a re  a l l  bec aus e  o f  knowledg e  wor ke rs .  
Dav enpor t  ( 2005 ,  p .37)  s tate  tha t  know ledge  workers  a lwa ys  t r y to  
ma ke  the ms e lv es  be t te r .   Knowled ge  workers  take  p r ide  in  what  
they  do  and  the y  a l wa ys  wan t  to  be  p roduc t iv e . 
Ac c ord ing  to  Bergeron  (2003) ,  c i ted b y  Ša jev a  (2007 ,p .648) ,  
kno w ledge  wor kers  b r ing  thei r  c ompetenc ies ,  s k i l l s ,  kno wledge  
and  a t t i tu des  to  the  o rgan is a t ion  i n  ex c hange  fo r  pa y,  bene f i ts ,  
r ec ogn i t ion ,  a  s ens e  o f  c on t r ibu t ing  to  s o meth ing  g rea te r ,  an  
inc reas ed  s ens e  o f  wor th ,  oppor tu n i t ies  to  wor k wi th  and  lea rn  
f ro m o thers .  
For  the  purpos e  o f  th is  s tud y and  b as ed  on  the  abov e  in fo r mat ion,  
the  te rm kno wledge  worker  wi l l  be  de f ined  as  an  e mp lo yee  who  
has  kno wledge ,  s k i l l s ,  ex per t i s e  and  lea rn ing  in  a  s pec ia l  f ie ld  o r  
a rea  o f  wor k.  
2 .3 .  CHAR ACTERIST ICS AND EXPECTAT IONS OF  K NO WLEDG E 
WORKERS.  
Ex is t ing  theory  p rov ides  d iv ers e  v iews  on  kno wled ge  wor kers .  
J ac ks on ,  Hi t t ,  and  Den is e  (2003 ,  p . 105)  ma in ta ine d  tha t  managers  
a re  kno wled ge  wor kers .  Fur the rmor e  non- mana ge ment  kno wledge  
workers  per fo rm func t ions  s uch  as  p lann ing ,  in teg ra t ion,  
c oord ina t ion ,  inv en t ion  and  innov a t ion  f r ee  f r o m s uperv is ion .  
Po in t  to  be  no ted  b y  managers  o f  kno wledge  workers  is  tha t  
kno w ledge  wor kers  don ’ t  l i ke  to  be  to ld  ho w to  do  th ings  as  the i r  
jobs  requ i re  c rea t iv i t y,  innov at ion  and  p rob le m s o lv ing .  I t  i s  ha rd  
to  meas ure  p roduc t iv i t y and  qua l i ty  on  the  wor k o f  kno wledge  
workers  as  kno w ledge  wor kers  do  no t  do  the  s a me job.  
Fur the r more ,  a  kno w ledge  wor ker ’s  pos i t ion  requ i res  c on t inuous 
lea rn ing  and  improv ement  bec aus e  kno w ledge  wor kers  us e  the i r  
kno w ledge  to  c rea te ,  d is t r ibu te  o r  a pp l y  ex p l ic i t  as  we l l  as  i mp l ic i t  
kno w ledge .  To  los e  a  know ledge  wo rker  in  the  o rgan is a t ion  is  l i ke  
los ing  an  o rgan is a t ion ’s  c ap i ta l  (Re bou l ,  2006 ,  p . 9 ) .  
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Ac c ord ing  to Cov ey (2004 ,  p .14) ,  know ledge  wor kers  a re  the  l in k  
to  a l l  o f  the  o rgan is a t ion ’s  inv es tmen ts .  The y prov ide  foc us ,  
c rea t iv i t y and  lev erage  in  u t i l i z in g  thos e  inv es tments  to  be t te r  
ac h iev e  the  o rgan is a t ions  ob jec t iv es .  
Erne  (2011 ,  p .61)  ment ioned  tha t  f i r s t  a t te mpts  in  unders tand ing  
kno w ledge  worker ’s  p roduc t iv i t y i s  bas ed  on  the  fac t  tha t ,  in  ev ery 
do ma in ,  the re  wi l l  be  kno wledg e  workers  who  a re  a b le  to  
c on t inua l l y and  repea ted l y ac h iev e  outs tand ing  res u l t s ,  as  
c ompared  to  av erage  per fo rmers .  
Ac c ord ing  to Druc ker  ( 1999 ,  p .8 3) ,  the re  a re  s ix  ma jo r  fac to r s  to  
de te rmin e  kno w ledge  worker  p roduc t iv i t y and  thes e  a re :  
§  Kno wle dge  wor kers  a re  c ons idered p roduc t iv e wi th  r egards  
to  s pec i f i c  tas ks  ra ther  than  jobs .  K nowledge  wor kers  a re  not  
job -bound  bu t  the y app l y the i r  s ki l l s  where  the y c an  ma ke  
the  bes t  c on t r ibu t ion  o r  b igges t  d i f fe renc e .  I t  c an  the re fo re 
be  p ro jec t -o r ien ted .   
§  Kno wle dge  wor kers  take  res pons ib i l i t y fo r  the i r  o wn  
p roduc t iv i t y and  k no wledge  wor kers  man age  the ms e lv es  as  
they  p re fe r  hav ing  au tono my.  
§  Con t inu in g  innov a t ion  has  to  be  par t  o f  the  work,  the  tas k  
and  the  res pons ib i l i t y  o f  kno wle dge  wor kers .  Kno wledge  
workers  a re  c rea t iv e and  they a re  c hange  agents .   
§  Kno wle dge  wor kers  engage  in  c on t inuous  lea rn ing  bu t  a ls o  
teac h  o thers .   
§  The  p roduc t iv i t y o f  kno wledge  wor ker  foc us es  on  qua l i t y and  
no t  on quan t i t y .  
§  Kno wle dge  workers  are  t r ea ted  as  as s e ts  r ather  than  c os ts .  
Kno wle dge  workers  wan t  to  wor k  fo r  the  o rgan i za t ion  in  
p re fe renc e  to a l l  o the r  oppor tu n i t ies .  
Kno wle dge  workers  t r ans form b us ines s  and  the i r  pe rs ona l  
ex per ienc e  in to  kno wledge  b y c ap tu r ing ,  as s ess ing ,  app l ying  and  
d is s emina t ing  the i r  kno wledge  wi t h in  the  o rgan is a t ion  to  s o lv e 
s pec i f i c  p rob lems  (Tr ipa th i ,  2010 ,  p . 1 ) .  
Kno wle dge  wor kers  kno w ho w to  i ndependen t l y  iden t i f y and  f ind  
mate r ia l  in  t oda y ’s  in fo r mat i on  knowledge  s oc ie ty .  Kno wledge  
workers  a re  ab le  to  d is t r ibu te  th is  in fo r mat ion  wi th in  the  
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organis a t ion .  The y us e  in fo rmat io n  to  ans wer  ques t ions ,  s o lve 
p rob le ms ,  c o mpl e te  wr i t ing  as s ignments  and  genera te  ideas .  
Kno wle dge  workers  poss ess  a c ommun ic a t ion  s k i l l  t ha t  ma kes  
the m to  work we l l  w i th  one  anot her  fo r  goa l  s e t t ing ,  dec is ion 
ma k ing  and  idea  genera t ing  purp os es .  Knowledge workers  a re 
c harac te r is ed  by c los e c on tac t  w i th  c us tomers ,  s uperv is o rs ,  
s ubord inates  and  team mates .  
A t  a l l  t i mes  kno wledge  workers  a re  in te res ted  in  f ind ing  
in fo rmat ion ,  memor is ing  tha t  in fo r mat ion  and  app l y ing  tha t  
in fo rmat ion  to  the i r  work  s i tua t i ons .  There  is  an  inc reas ing 
p ress ure  o f  ne w tec hno log ic a l  c hanges  wh ic h  c ons is ten t ly c a l l s  fo r  
kno w ledge  wor kers  to  c on t inuous l y  c hange  the  wa y the y ac h iev e 
the i r  wor k.  Kno wledge  workers  hav e  the  des i re  to  app ly the i r  
ta len ts  to wards  b r ing ing  ne w in fo r mat io n  and  ne w tec hno log ies  
in to  the i r  wor k.  
Ac c ord ing  to  Beugre  (2002) ,  c i ted  by Ša jev a  (2007 ,  p .647) ,  
kno w ledge  wor kers  wi l l  eas i l y  gene ra te  kno w ledge  and  s hare  th is  
kno w ledge  wi th  o thers  wi th in  the  o rgan is at ion  whe n  the y  a re  
in t r ins ic a l l y  mot iv ated .  Howev er ,  kno wledge  workers  who  a re  
ex t r ins ic a l l y mo t iv a ted  a lways  ten d  to  genera te  les s  kno wledge  
and  a re  les s  l i ke l y to  s hare  the ir  kn owledge .  
The  ma in lea rn ing  po in ts  f r o m the  abov e  in fo rmat ion  are  tha t  
kno w ledge  workers :  
·  s eek e mp lo yab i l i t y and  a re  l i f e l ong  lea rners  and  mento rs  to  
o thers ;  
·  dev e lop  the i r  kno wledge  th rough  e duc a t ion ,  ex per ienc e and 
s oc ia l i s a t ion ;  
·  de mons t ra te  s pec ia l i s ed  and  deep  know ledge;  
·  a re  more  in t r ins ic a l l y mot iv a ted  by  c ha l leng ing  wor k and  
rec ogn i t ion .  
2 .4 .  MANAGE MENT  OF  K NO WL EDGE WORKERS  
Kno wle dge  wor kers  a re  p iv o ta l  c hange  agen ts  in  o rgan is a t iona l  
dev e lop ment  b y bor ro wing ,  adap t in g  and p roduc ing  know ledge  fo r  
s us ta inab le  c hange  manage ment .  A t tend ing  to  kno wledge  workers  
un ique  c harac ter is t i cs ,  deve lop men ta l  and  manager ia l  needs  and 
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r e ten t ion  c ons idera t ions  a re  o f  c r i t i c a l  i mpor tanc e  (Canada ,  2011 ,  
p .459) .  
J ac ks on ,  Hi t t  and  Den is e  (200 3 ,  p .78)  iden t i f ie d  s ix  ke y  
c harac te r is t i cs  fo r  the  unders ta nd ing  and  manage ment o f  
kno w ledge  wor kers  and thes e c harac te r is t i cs  ma y v a ry f r o m one  
job  to  ano ther .  Thes e  c harac te r is t ics  a re  bas ed  on  the  theory of  
O ldha m and  Hac kman.  Thes e  c harac te r is t i cs  wi l l  be  d is c uss ed 
be lo w:  
§  T ask  iden t i t y 
Kno wle dge  wor kers  c an  ac h iev e tas k id en t i t y  when  wor k is  
des igned  s o  tha t  the  tas ks  o f  a l l  pe r fo rming  e le ments ,  s uc h  as  
ind iv idua ls ,  teams  and  bus iness  uni ts ,  hav e  a c lea r ly a r t i c u la ted  
re la t ions h ip  to  the  e f fec t iv eness  o f  the  la rger  know ledge  s ys te m 
and  to  o ther  pe r fo rmin g  un i t s  and  s o tha t  the  s equenc e o f  
as s ignments  a l lo ws  ind iv idua l  know ledge  workers  a  g rea te r 
unders tand ing  o f  the  ov era l l  s ys tem ov er  t i me  ( J ac ks on ,  Hi t t  &  
Den is e ,  2003 ,  p.109) .  
§  T ask  var ie ty  
Des ign ing  wor k fo r  kno w ledge wor kers  requ i res  an  unders tand ing 
o f  ho w s pec ia l i s ed  kno wled ge  is  an d  ho w kno w ledge  wor kers  add  
va lue  in  an  o rga n is a t iona l  c on tex t  and  wha t  k ind  o f  ad jac en t  
kno w ledge  needs  to  be  c oord inated  to  inc reas e  kno wledge  
c on t r ibu t ion .  
Kno wle dge  workers  c an  ac hiev e tas k v a r ie ty  as  the y app l y deep  
s ki l l s  in  s ev era l  c on tex ts  ov er  a  pe r iod  o f  t i me .  Fur the rmore ,  tas k 
va r ie ty  ma y be  ac h iev ed  when  kn o wledge  workers  dev e lop  b road 
s ki l l s  th rough  d iv e rs e  ass ignmen ts ,  pe r fo r m more  as pec ts  o f  the  
p roc ess  or  foc us  on  the  i n teg ra t ion  o f  the  s ys te m (J ac ks on,  Hi t t  &  
Den is e ,  2003 ,  p.111) .  
§  T ask  s ign i f icance 
Tas k s ign i f i c anc e  re fe r s  to  the  be l ie f  th a t  one ’s  wor k ma kes  a  
d i f fe renc e  o r  has  an  i mpac t  on  c us tomers .  Bec aus e o f  the  
c omp lex i t y i t  i s  d i f f i c u l t  f o r  kno wle dge  workers  to  s ee  how the i r  
pe rs ona l  work  is  s ign i f i c an t .  
Managers  o f  know ledge  wor kers  c an  enhanc e  perc ep t ion  o f  
s ign i f i c anc e  i f  t hey  c an  c rea te  a d i rec t  l in k to  th e  c us tomer  f o r  
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kno w ledge  workers  s o  tha t  they  can  unders tand  the  c us tomer ’s  
needs  and  s ee  how the  c us to mer  pe rc e iv es  v a lue .    
A  feedbac k s ys te m tha t  a l lo ws  know ledge  wor kers  to  s ee  the  
i mpac t  o f  the i r  tea m ’s  and  uni t ’s  wor k on  bus ines s  per fo rmanc e  
c an  enhanc e  kno wledge  wor kers  perc ep t ion  o f  the  s ign i f i c anc e  o f  
the i r  work t o  the  c o mpan y.  
Kno wle dge  wor kers  a ls o  ga in  a  g rea te r  fee l ing  o f  s ign i f i c anc e 
when  the i r  wor k  as s ignme nts  a re  s equenc ed  s o  tha t  they  get  
ex per ienc e  in  va r ious  un i t s  and  c an s ee how un i t s  depend  on eac h 
o ther  ( J ac ks on ,  Hi t t  & Den is e ,  2003 ,  p .111) .  
§  Job  feedback 
Kno wle dge  wor kers  tend  to work  in  a  v a r ie ty o f  ne tworks  and  
tea ms  and  c o l labora te  ac ross  boundar ies .  The y rec e iv e  feedbac k 
f ro m mu l t ip le  s ourc es  mos t  o f  t i me .  Through  mu l t ip le  s ourc e 
p ro jec t  r ev iews ,  know ledge  wor kers  ind iv idua l ly  and  c o l lec t iv e ly  
lea rn  ho w o ther  kno wledge  wor kers  ex per ienc e  the i r  c on t r ibu t ion  
and  ge t  feedbac k abou t  ho w to  improv e  i t  ( J ac ks on ,  Hi t t  & Den is e ,  
2003 ,  p .112) .  
§  Autonomy 
J ac ks on  e t  a l  ( 2003 ,  p113)  ment ion ed  tha t  au tono my is  the  c r i t i c a l  
i s s ue  fo r  p ro fes s iona l  kno wledg e  wor kers .  Au tono my is  an  
independen t  app l ic a t ion  o f  s ound  p ro fes s iona l  kno w ledge  us ing  
ac c ep tab le  s tandards  and  p rac t ic es .  
Huang  (2011 ,  p .937)  found  tha t  knowledge  workers  hav e  more  
mot iv a t ing  wor k c harac te r is t ic s  inc lud ing  lea rn ing ,  au to no my and  
s ign i f i c anc e  than  o ther  workers .  
Dav enpor t  ( 2005 ,  p .37)  ment ion ed  tha t  kno wle dge  workers  
pos s ess  a lo t  o f  power  and manager s  s hou ld  no t  impos e  d i rec t iv es  
on  the m.  I f  managers  i mpos e  d i rec t ives  on  them wh ic h  the y do  not  
wan t  the y  ma y pu t  up  wi th  i t  f or  a  wh i le ,  bu t  ev en tua l l y th e y wi l l  
loo k fo r  a  job  that  g iv es  them the  more  au tono my the y wan t  and  
they  th in k  des erv e .   
§  Grow th  and  deve lopment  
One o f  the  mos t  i mpor ta n t  o r  key e le ments  in  the  l i v es  o f  
kno w ledge  wor kers  is  pe rs ona l  g rowth  and  dev e lop ment .  Th e y 
c ons is ten t ly s ee k pers ona l  g ro wth  in the i r  wor k an d  c a reer  and  
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organis a t ions  who  c o mpete  on  kn o wledge  hav e  demand ing  
requ i re ments  fo r  o rgan is a t iona l  lea rning  and  improv e ments  
( J ac ks on  e t  a l  2003 ,  p.113) .  
Bu i ld ing  g ro wth  and  dev e lopment  i nto  wor k w i l l  a l ways  c on t r ibu te  
to  know ledge  workers ’  s a t is fac t ion  and  c ommi t ment  as  we l l  as  top 
per fo r manc e .  Organ is ing  o f  work  g roups  and  des ign ing  o f  work  
p roc ess es  a l low kno wle dge wor kers  to  lea rn  f r o m eac h  o ther  and  
t rans fe r  p rac t ic e  f rom one  par t  o f  th e  o rgan is a t ion  to  another .  
§  Netw ork  bu i ld ing 
Ac c ord ing  to  J ac ks on  e t  a l  ( 2003 ,  p .115) ,  ne twork  bu i ld ing  s hou ld  
be  an  ex p l ic i t  wor k des ign  c harac te r is t i c  in  the  o rgan is a t ion  as  
ne t wor king  is   the  bas is  fo r  inc reas ing  s oc ia l  c ap i ta l  th rough  the  
res ourc es  der iv ed  f r om re lat ions h ip s  in  the   o rgan is at ion .  
I t  i s  c r i t i c a l  fo r  managers  o f  kn o wle dge  wor kers  to  unders tand  tha t  
kno w ledge  workers  re l y  on  the i r  pe rs ona l  ne t wor ks  to  dev e lop  
the i r  c ompe tenc ies ,  bec ome pers ona l l y v is ib le  in  the  o rganis at ion 
and  bec o me a ware  o f  oppor tu n i t ies  and  opera te  e f fec t iv e ly  in  the  
in te rdependen t  kno wle dge  s ys te m.  Kno w ledge  workers  der iv e  a 
s ens e  o f  p ro fess iona l  iden t i t y a nd  peer  s uppor t  f r o m the i r  
kno w ledge  c o mmun i t ies .  
A l l  kn o wledge  wor kers  pos s es  fac tua l  and  theore t ic a l  in fo r mat ion.  
For  ex amp l e ,  a  s a les  rep res en ta t ive  pos s ess es  fac tua l  kno wledge  
c onc ern ing  the  p roduc t  he o r  s he  se l l s  and  theore t ic a l  kno wledge  
abou t  ho w to  a t t rac t  c us tomers  to  b uy the  p roduc t .  
Ac c ord ing  to  Ah med and  C a ther ine  (2003 ,  p .7) ,  the  fo l lo wing  a re  
c harac te r is t i cs  o f  kno w ledge  workers  and  thes e ,  toge ther  w i th  
fac to rs  tha t  in f luenc e  the i r  p roduc t iv e  behav iour ,  mus t  be  
ex amined  c los e ly  b y managers  o f  kn owledge  wor kers :  
§  Know ledge w orkers  are  h ighly  in d ividua l is t ic  in  te rms o f  
g iv ing  pr io r i ty  to  the i r  personal  g row th .  Compan ies  need 
to p rovide  opportuni t ies fo r  the i r  caree r ad vancement  
Kno wle dge  wor kers  p lac e  a g rea t  dea l  on  inv es tme nts  tha t  
c ompan ies  ma ke  in  the i r  in te l lec tua l  enhanc e ment .  
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§  Know ledge w orkers  ar e  in formal.  Operat ional  au tonomy is  
cruc ia l  fo r  them to  extend the ir  in te l lec ts  
Managers  s hou ld  no t  t ry  to  ex er t  c on tro l  ov er  kno wled ge  wor kers .  
Ins tead ,  the y  s hou ld  d i rec t  kno wl edge  wor kers  as  i f  t he y a re  
unpa id  v o lun teers .  They s hou ld  th i nk o f  kno w ledge  wor kers  as  i f  
t hey a re  t ied  to  the  c o mpan y b y c ommi t ment  to  the  goa ls  and  a i ms  
o f  the  c o mpan y.  
§  Know ledge w orkers  are  en trepreneur ia l .  Accountab i l i t y  is  
an  e f fect ive  mot i vator  fo r them to  w ork  on  the i r  ow n 
ini t ia t ives  and ach ieve  tasks  
Kno wle dge  workers ,  wh i le  wor king  fo r  the  c ompan y,  us e  the i r  
en t rep reneur ia l  s ki l l s  to  be  innov a t ive ,  to  dev e lop  new p roduc ts  o r  
new l ines  o f  bus ines s .  
Kno wle dge  wor kers  s hou ld  be a l lowed  to  be  ac c oun tab le  fo r  the 
qua l i t y o f  t he i r  wor k and  c os t  o f  the i r  opera t ions  and  t i me.  
Kno wle dge  work ers  a re  a ls o  ac c ountab le  fo r  the i r  c on t r ibu t ions  to  
the  c o mpan y,  lea rn ing  and  c a reer .  
§  Know ledge w orkers  are  high ly invol ved  in  the i r  
p ro fessiona l  tasks .  Compan ies  need  to  st rengthen  the i r  
assoc ia t ion  and  iden t i f icat ion as  a  member  of  the  
company and a  member o f  the i r  p ro fess iona l  soc ie ty .  
Kno wle dge  wor kers  be l iev e  in  the  i mpor tanc e  o f  the i r  work .   To  
inc reas e  knowledge  wor ker  p rod uc t iv i t y,  c o mpan ies  need  to  
as s oc ia te  kno wledge  worker  p ro fes s iona l  under tak ing  w i th  
c ompan y dev e lopment  tas ks .  
§  Know ledge w orkers  are  inqu is i t ive .  T hey  are  more  l ike ly  
mot ivated by  cha l leng ing tasks  that  a t t ract  the i r  
personal  in terest  
Kno wle dge  wor kers  a re  mot iv a ted  by  tas ks  tha t  a re  h igh l y  
in te res t ing  and  c ha l leng in g  to  the m.   
Kno wle dge  wor kers  b r ing  the i r  s k i l l s  and  kno wledg e  to  the  
c ompan y.  The y ex pec t  the  c ompan y to  p rov ide  a t t rac t iv e 
env i r onment tha t  he lps  them to  f ind  the i r  pass ion  and work on  the  
t ype  o f  work  tha t  appea ls  to  the i r  i n te res t .  
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§  Know ledge w orkers  a re  h ighly  in t ui t ive .  Compan ies  need  
to deve lop  perfo rmance systems that  e f fec t ive ly  measure  
the i r  p roduct ivi ty  and  a f f i rm the i r  cont ribut ion over a  
longer  t ime 
Manage ment  o f  kno wledg e  workers  needs  to  dev is e  jus t i f ied  
ev a lua t ion  and  feedbac k to  kno wledge  workers .  An  e f fec t iv e 
per fo r manc e  and  feedbac k s ys te m i s  c ruc ia l  to  kno wledge  workers  
s inc e  apprec ia t ion o f  the i r  c rea t ive  under ta kings  and  a f f i rma t ion  
o f  the i r  ac h iev ement  i s  an  e f fec t iv e  mot iv a to r  ind ic a to r .  
2 .5 .  K NO WLE DGE WORKE RS LO YALT Y AND CO MMITME NT 
S mi th  and  Rupp  (200 2 ,p .251)  in d ic a ted tha t ,  fo r  kno wledg e  
workers  loya l t y means   to  be  c ommi t ted  and  c o mp le te l y s tead fas t  
in  one ’s  a l leg ianc e  to  a  c o mpan y  o r  a  pe rs on  and  to  be l ie fs ,  
p rac t ic es  and  re la t ions h ips  tha t  bene f i t  a l l  inv o lv ed .  
Ma y,  Korc zyns k i  a nd  F ren ke l  ( 2002 ,  p .776)  ment ioned  tha t  the  ke y  
c onc ern  fo r  manage ment  o f  kn ow ledge  workers  is  to  manage  
kno w ledge  workers ’  c o mmi t ment  to  the  o rgan is a t ion  as  in te l lec tua l  
and  hu man  c api ta l .  
In  o rder  to  und ers tand  the  i mpo r tanc e  o f  the  qua l i t y o f  th e  
e mp lo y ment  re l a t ions h ip  fo r  kno w ledge  c rea t ion ,  the  foc us  s hou ld 
be  on  the  mec han is m th rough  wh ic h  the  re la t i ons h ip  is  l in ked  to  
the  dev e lopment  o f  kn o wledge  worker  c o mmi t ment .  Kno wledge  
worker  c o mmi tment  i s  a  c r i t i c a l  mec han is m d r iv ing  innov a t iv e 
behav iour  a mong  the ms e lv es .  Fur the rmore ,  the re  is  s t rong  
ev idenc e  to  s ugges t  tha t  the  l ink  be tween  the  ps yc ho log ic a l  
c on t rac t  and  c ommi t ment  i s  heav i ly  in f luenc ed  b y  the  ro le  o f  the  
kno w ledge  wor ker ’s  manager  and,  in  pa r t i c u la r l y fa i rnes s  wi th  
wh ic h the y a l loc a te  res ourc es  (Thoms on & H eron ,  2005 ,  p . 389) .  
Ma y,  Korc zy ns k i  and F ran ke l  (200 2 ,  p .77)  ag ree  wi th  Tho ms on  
and  Heron  tha t  o ne  o f  the  ma jo r  fac to rs  a f fec t ing  c ommi t ment ,  
work  e f fo r t  and  job  s a t is fac t ion  o f  kno w ledge  wor kers  is  the  wa y 
manage ment  o rga n i zes  the m.  
I f  o rgan is a t ions  wis h  to  ge t  c o mmi t ment  f r o m kno wledge  wor kers  i t  
i s  i mpor tan t  to  enc ourage  pos i t i v e ex per ienc es  a t  wor k.  Th is  c ou ld 
lead  to  a f fec t iv e c ommi t ment  f r o m kno w ledge  wor kers  as  
kno w ledge  workers  wi l l  f ee l  be ing  s uppor ted  and v a lued  (G iauque,  
Res ente r ra  &  S iggen ,  2010 ,  p .191) .  
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Kno wle dge  work ers  fee l  g ra te fu l  fo r  the s uppor t  the y  rec e iv e  f r om 
the  c ompan y b y  s ho wing  a  s t ronger  c ommi t ment  to  thei r  e mp lo yer ;  
th is  i s  bec aus e  the  perc eiv ed o rgan is a t iona l  s uppor t  leads  to  an  
inc reas e  in  fe l t  ob l iga t ion  and  to  c ons o l ida t ion  o f  the  s oc ia l  
ex c hange  tha t  i t  l i n ks  to  c o mmi t ment  (G iauque ,  Res en te r ra  &  
S iggen ,  2 010 ,  p.191) .  
Tho ms on and  Heron  (2005 ,  p .38 4)  a rgue  tha t  the  qua l i t y of  
e mp lo yee  c o mmi t ment ,  wh ic h  is  imp or tan t  fo r  kno w ledge  c rea t ion,  
i s  dependen t  on  the  inte rac t ion  o f  two  i mpor tan t  in te rna l  
r e la t ions h ips .  Thes e  re la t ions h ips  a re  the  perc e iv ed  qua l i ty  o f  the  
e mp lo y ment  r e la t ions h ip  s uc h as  the  ps yc ho log ic a l  c on t rac t  and  
the  perc e iv ed  fa ir ness  o f  o rgan isa t iona l  po l i c ies  and  p rac t is es  
s uc h as  o rgan is a t iona l  jus t ic e .  In  the  la t te r  d i mens ion ,  the  
e mphas is  i s  on  the  ro le  p la yed  b y managers  in  c rea t ing  a  fe l t  f a i r  
work ing  env i ron ment  fo r  kno wle dge workers .  
Tho ms on a nd  Heron  (2005 ,  p .386)  fu r the r  a rgue  tha t  manager ia l  
behav iour  and  a t t i t udes  a re  c r i t i ca l  in  s hap ing  the c on tex t  in  
wh ic h kno w ledge  c rea t ion  and  innov a t ion  c an p ros per .  The  
perc e iv ed  fa i rness  o f  managers ,  as  ev idenc ed  th rough  fo l lo wers ’  
as s ess ment  o f  o rgan is a t ional  jus t ic e ,  wi l l  be  c r i t i c a l  in  in f luenc ing  
kno w ledge  wor ker  c o mmi t men t  and  in  mos t  c as es  knowledge  
c rea t ion .  
Fur the r more ,  the re  is  a  ps yc ho log ic a l  c on t rac t  in  kno wledge  
workers  c ommi t ment  tha t  c ap tu res  the  ex ten t  to  wh ic h  the  
e mp lo yee  be l iev es  the organ is a t ion  has  de l iv e red i t s  s ide  o f  the 
bargain .  Th is  s imp l y means  tha t  emp loyees  a re  ev a lua t ing  
whe ther  the  ou tc o mes  they h av e  rec e iv ed  in  te rms  o f  t r a in ing,  
r ewards  and  job  s a t is fac t ion  a re  fa i r  in  re la t ion  to  the  ob l iga t ions  
they hav e  made to  the  o rgan is a t ion  (Tho ms on & Heron ,  2005,  
p .387) .  
Ac c ord ing  to  Ha wkins  (2000) ,  c i te d  b y Smi th  and  Rupp  (2002,  
p .251) ,  the  top  f i v e  d r iv e rs  o f  kno wl edge  worker  c o mmi t ment  a re :  
§  Manage ment ’s  rec ogn i t ion  o f  the  i mpor tanc e  o f  pe rs ona l  and  
fa mi l y l i f e ;  
§  Oppor tun i t ies  fo r  pe rs ona l  g ro wth ;  
§  Sa t is f y ing  c us to mer  needs ;  
§  Commun ic a t ions  abou t  bene f i t s ;  an d  
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§  S ki l l s  keep ing  pac e  wi th  job  req u i re ments ” .  
I t  i s  a ls o  i mpor tan t  to  no te  tha t  s a l a ry  p robab l y  has  an  ef fec t  on  
the  degree  o f  c ommi tment  o f  kno wledge  wor kers .  Fur the r more,  
r ewards  in f luenc e  the  o rgan is a t iona l  c ommi t me nt  o f  kno wledge  
workers .  Kno wle dge  wor kers  s tay in  an  o rgan is a t ion  c an  be  par t l y  
ex p la ined  b y a  pos i t i v e  perc ep t ion  o f  o rgan is a t ional  jus t ic e  
na me l y  an  adequac y be t ween t he  c omponen ts  o f  the  c ompens a t ion  
s uc h  as  s a la ry,  wage  s t ruc tu re  and  s oc ia l  bene f i t s  and  the  s ys tem 
o f  c o mpens at ion  manage ment (G i auque ,  Res en te r ra  &  S iggen ,  
2010 ,  p .192) .  
Ac c ord ing  to  Tho mps on  and  Heron  (2005 ,p .384)  when managers  
s ucc eed  in  deve lop ing  h igh  qua l i t y  r e la t ions h ips  wi th  kno wledge  
workers  bas ed  on  p roc edura l  and in te rac t iona l  jus t ic e  they a re  
more  l i ke l y  to  c rea te  the  c ond i t io ns  where  know ledge  workers  
c ommi t ment  and  know ledge  c rea t ion  c an  take  p lac e .  
 
S to re y and  Qu in tas  (2001 ,  p347-8 ) ,  as  c i ted  by His lop  (2003,  
p .192) ,  men t i on  tha t  dev elop ing  the  t rus t ,  mot iv a t ion  and  
c ommi t ment  o f  kno wledg e  workers  rep res en ts  one  o f  the  ke y  
is s ues  in  r e la t ion  to the  manag e me nt  o f  kno wledge  workers .  Th is  
i s  i mpor tan t  bec aus e  kno w ledge  wor kers  wi th  h igh  lev e ls  o f  
o rganis a t iona l  c o mmi tment  a re  les s  l i ke l y to  leav e  than  workers  
w ith  lo w lev els  o f  o rgan is a t iona l  c ommi t ment .  Kn o wledge  workers  
w ith  h igh  lev e ls  o f  c ommi t ment  a re  a ls o  l i ke l y to  be  h igh l y  
mot iv a ted  and  wi l l  in  mos t  c as es  be  more  wi l l ing  to  s hare  the i r  
kno w ledge  w i th in  the  o rgan is a t ion .  
The  ma in  lea rn ing  po in ts  f ro m th is  s ec t ion  in te r ms  o f  s tud y a re :  
§  Loya l t y fo r  kno wled ge  wor kers  me ans  to  be c ommi t ted  to  
e i the r  an  o rgan is a t ion  o r  a  p ro fes s iona l  be l i e f ;  
§  Kno wle dge  wor ker  c o mmi tment  i s  a  c r i t i c a l  mec han is m 
d r iv ing  innov a t iv e  behav iour  among kno wledge  wor kers ;  
§  Ma jo r  fac to rs  a f fec t ing  c ommi tme nt ,  work  e f fo r t  an d  job  
s a t is fac t ion  o f  kno wledge  wor kers  is  ho w the y  a re  o rgan is ed ;  
§  Ps yc ho log ic a l  c on t rac ts  in f luen c e  kno wledge  workers  
c ommi t ment ;   
§  Rewards  in f luenc e  the  o rgan is a t iona l  c o mmi t ment  of  
kno w ledge  workers ;  
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§  Kno wle dge  workers  wi th  h igh  l ev e ls  o f  o rgan is a t iona l  
c ommi t ment  a re  les s  l i ke l y  to  leav e .  
 
Cons ider ing  tha t  kno wledge  worker s ’  c ommi t ment  i s  no t  a  g iv en 
and  tha t  kno wl edge  wor kers  s eek s t i mu la t ion  oppor tun i t ies ,  
a t ten t ion  s hou ld  be  g iv en  to  the  re ten t ion  o f  kn owledge  wor kers .   
 
2 .6 .  ST RATEGIES FOR RETAI NI NG  K NO WLEDG E WORKERS  
Ac c ord ing  to  Car le ton  (2011 ,  p .46 5)  kno wledge  work er  r e ten t ion  
s hou ld  be  one  o f  the  top p r io r i t ies  in  o rgan is a t ions ,  es pec ia l l y  
w ith  r i s ing  s ki l led  labour  s hor tages .  In  toda y ’s  c hang ing  
env i r onment o rgan is a t ions  need  to  s hi f t  a wa y f ro m re l y ing  on  pa y  
and  inc en t iv es  to  re ta in  know ledge  work ers .  Ins tead  o rgan is a t ions  
need  to  fos te r  lea rn ing  an d  engage ment  to  r e ta in  th es e  wor kers .  
2 .6 .1 .  C reate  a  mot i vat iona l  envi r onment  
Ac c ord ing  to  Druc ker  (2007 ,  p .60 ) ,  wha t  mot iv ates  kno wledg e  
workers  is  wha t  mot iv a tes  v o lun teers .  Vo lun teers  hav e  to  ge t  more  
s a t is fac t ion  f r o m the i r  work tha n  pa id  e mp lo yees ,  p rec is e ly  
bec aus e  they  do  no t  ge t  a  pa y  c hec k.  The y need ,  abov e  a l l ,  
c ha l lenge .  The y need  to  kno w the  o rgan is a t ion ’s  mis s ion  and  to 
be l iev e  in  i t .  They need  c ont inua l  t r a in ing  and  the y need  to  s ee 
res u l ts . 
A mar  (2004 ,p .90)  bel iev es  tha t  fo r  managers  o f  kno wledge  
workers  to  be  e f fec t iv e  in exc i t ing  kno w ledge  wor kers ,  the y have 
to  dev e lop  a  working  unders tand ing  o f  the  mind  and  behav iour  o f  
the i r  kno wledge  wor kers ;  the rea f t e r  they  work  ac c ord ing  to  a  
mode l  tha t  updates  the i r  own p rac t i c e  bas ed  on  the res u l ts  o f  the 
dyna mic s  o f  the i r  s pec i f i c  mot iv a t ion  s ys te m.  
Ša jev a  (2007 ,  p .648)  s ta ted  tha t  kno wledge  wor kers  s hou ld be  
bo th  in t r ins ic a l l y and  ex t r ins ic a l l y mot iv a ted .  Ne i the r  o f  the  t wo  
s hou ld  be  le f t  ou t  o f  the  re ward  s ys te m to  mot iv a te  the  kno wledge  
worker .  
Ša jev a  (2007 ,  p .648)  fu r the r  s ummar is ed ma in  mot iv a t ions  o f  
kno w ledge  workers  in to f i v e  doma in s .  
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Figure  2 .1  Main  mot ivators  of  know ledge w orkers  
 
Mot i vators  o f  know ledge w orkers  
§  Prov ide  mean ing fu l  work  exper ienc es :  The  work  mot iv a to rs :  
s t i mu la t ing  wor k,  ex c i te men t ,  inh eren t  s a t is fac t ion ,  tas k 
ac h iev ement ,  in te l lec tua l  s t i mu la t i on ,  v a r ie ty s ee king  and  
s e l f  ex press ion .  Managers  o f  kno wledge  wor kers  need  to  
as s ign  jobs  to  kno wledg e  workers  tha t  exc i te  the m about  
work .  Kno w ledge  wor kers  s hou ld  s ee  i t  t o  be  mean ing fu l ,  
c ha l leng ing  and  the  one  tha t  b r ings  pers ona l  v is ib i l i t y on  i t s  
ac c ep tanc e  and  ex ec u t ion .  Las t ly,  knowledge  wor kers  s hou ld  
hav e  the  ab i l i t y  and  s uppor t  to  c o mp le te  i t  
§  Prov ide  p ers ona l gro wth  and lea rn ing  oppor tun i t ies :  The  
pers ona l g rowth  and  c on t inu ous  le a rn ing  mo t iv a to r s :  c a reer 
dev e lop ment  oppor tun i t ies ,  enab l in g  kno wledge  wor kers  to  
ac qu i re  s k i l l s  to  inc reas e  the i r  e mp l oyab i l i t y,  and  oppor tun i t y  
to  lea rn .  Managers  o f  kno wledge  workers  s hou ld  rea l i ze  tha t  
the  mos t  e f fec t iv e  kno wledge  wor kers  a re  thos e who  
c on t inuous ly hav e  new oppor tun i t ies  to  lea rn ,  as s u me  
ex per ienc es  and  s t r eng then  the i r  po r t fo l ios .  
§  Prov ide  the  au ton omy  and  pers ona l f r eed om mot iv a to rs :   
operat iona l  au tono my,  f reedo m to  p lan  and  work  
independen t l y ,  f lex ib le  lea ders h ip .  Manag ers  o f  kno wledge  
workers  s hou ld  unders tand tha t  the  ve ry na tu re  o f  kno wled ge  
worker ’s  job  requ i res  au tono my and  f r eedo m.  
§  The s ta tus  and  rec ogn it ion mot iv a to r s :  r ec ogn i t ion ,  
oppor tun i t ies  fo r  s e l f  ac tua l i za t ion ,  res pec t ,  r es pons ib i l i t y ,  a  
s ens e o f  r e la tedness .  Knowledge  workers  v a lue  mot iv a to rs  o f  
s ta tus  and  rec ogn i t ion .  Kno wledge  workers ’  jobs  c ons tan t ly  
r equ i re  the m to  c o l labora te  and  s hare  ideas  wi th  o ther  
kno w ledge  workers .  Manag ers  s hou ld  rec ogn is e  kno wledge  
workers  o therwis e  they w i l l  be  re luc tan t  to  s hare  the i r 
kno w ledge  a nd  ex per t i s e .  
§  The moneta ry  mot iv a to rs :  s a la r y,  bo nus es ,  inc en t iv es .  
Organ is a t ions  s hou ld  of fe r  a  c o mpet i t i v e  s a la ry tha t  wi l l  
mo t iv a te  kno wledge  wor kers  to  re ma in  lo ya l .  
F igure  2 .1  Main  mot ivato rs  o f  know ledge w orkers  
Source:  Ša je va  (2007 ,  p .6 49)  
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A mar (2004 ,p .91)  ag rees  wi th  Ša jev a ’s  mode l  and  fu r the r  
e mphas is es  tha t  mot iv a t ing  behav iour  d r iv e rs  o f  kno wledge  
workers  is  mean ing fu l  work i t s e l f ,  s uc h  as  the  ass ignments  o r  
p ro jec ts  they ge t .  Kno wl edge workers ,  to  be  mot iv ated  in  the i r  
pe rc ep t ion ,  wan t  to  s ee  how i mpor t an t  the  wor k is  tha t  they wou ld  
be  do ing .  Is  i t  ex c i t ing?  Is  i t  c ha l le ng ing?  W ou ld  they s uc c eed  a t  
i t ?  W hom wi l l  t he y be  work ing  wi th?  W ou ld  i t  res u l t  in  be ing  
s u r rounded  by the  bes t?  Wou ld  the  ass ignment be  in  an  
o rganis at ion  where  the re is  res pec t ,  t r us t ,  f a i rnes s  and  good  
manage ment?  F ina l l y,  wha t  wou l d  the  ex per ienc e  b r ing  as  
ou tc omes ,  fo r  ex a mp le  re wards ,  r ec ogn i t ion ,  c a reer  adv anc ement,  
lea rn ing  and  s a t is fac t ion .  
Ac c ord ing  to  A mar  (2004 ,  p .91) ,  ma nagers  need  to  unders tand  the 
d r iv ers  o f  mot iv a t ing  behav iour  of  kno wledge  workers  and  he  
“c lass i f ied ”  t hes e  dr iv e rs  in to  f i v e  groups :  
i .  T he soc io log ica l  d r ive r .  The  ex amp le  o f  th is  i s  kno wledge  
workers  who  go  to  work to  s a t is f y t hei r  s oc io logy o r  to  be  in  
the  c o mpan y o f  thos e  who m the y l i k e .  
i i .  T he psycholog ica l  d river .  In  the  kno w ledge  work  
env i r on ment,  ins tead  on  mone y,  s e l f  has  bec ome the  p r i me 
pos i t iv e  re in fo r c e r .  The  ex a mp le  o f  th is  i s  tha t  s o me 
managers  who  hav e  s t r a teg ic a l ly  us ed  s e l f - es tee m in  
as s ign ing  jobs  to  the i r  kno wledge  workers  hav e s ucc eeded  in  
mot iv a t ing  the m to  in nov a te  and  g ive  h igher  p roduc t iv i t y.  
i i i .  T he generat iona l  d ri ver .  Younger  kno wledge  wor kers  a re  
keen  to  ta ke  on  res pons ib i l i t y ,  a re  qu ic ker  to  mov e  up  the  
h ie ra rc hy and  bec o me s uc c ess fu l .  Thes e  younger  kno wledge  
workers  a re  kno w ledge  workers  o f  the  ne wer  genera t ions ,  
Genera t ions  X  and  Y.   
i v .  T he know ledge w ork  d rive r .  I nnov a t ion  is  the i r  ma in  
c ompet i t i v e  adv an tage .  Emp lo ye rs  s hou ld  be  ma kin g  
innov a t ion  a  h igh  p r io r i t y in  the i r  o rgan is a t ions .  Ev ery  ne w 
job  s hou ld  be  des igned  to  inc orpora te  the  us e  o f  human  
kno w ledge  to  innov ate  what  i s  done  and  ho w i t  i s  done.  
Managers  s hou ld  s i mp l y loo k fo r  knowle dge  work ers  who  
hav e  us efu l  kno wledge  and  a re  mot iv a ted  to app ly i t  f o r  the  
bene f i t  o f  t he o rgan is a t ion .  
v .  T he cu l tura l  d r ive r .  W ork c u l tu re  has  been  s er ious ly  
i mpac ted  b y  the  rev o lu t ion  i n  the  in teg ra t ion  of  
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adv anc ements  and  e f f i c ienc ies  in  c o mput ing  an d  
te lec o mmun ic a t ion  t ec hno log ies  in to  work p roc es s es .  Th is  
t ype  of  kno wled ge  wor kers  is  a t  the  fo re f ron t  o f  th is  p roc ess  
and  need  res ourc es  and  oppor tun i t ies  to  ac t  as  a  c hange 
agen t .   
Ša jev a  (2007 ,  p .649)  ment ioned  th a t  for  an y  bus ines s  in  toda y ’s  
c ompet i t i v e  wor ld ,  one  o f  the  c r i t i c a l  c ha l lenges  is  ho w to  re ta in  
ke y  know ledge  wor kers .  He  gave  e igh t  r ec o mmendat ions  fo r  
managers  o f  kno wled ge  wor kers  to  app l y fo r  re ta in ing  of   
kno w ledge  workers : -  
a)  Unde rstand  the  ind ividua l  d i f fe rences  o f  w orkers ;  a  good  
s ta r t ing  po in t  fo r  manag ing  kno wledge  wor kers  is  fo r 
managers  o f  kno wled ge  wor kers  to  unders tand  tha t  peop le  
c on t r ibu te  d i f fe ren t  s ki l l s  to  the  or gan is a t ion  and  the y  need  
to  be  managed  d i f fe ren t l y.  A n  ex amp le  to  th is  e f fec t  wi l l  be  
to  unders tand  tha t  kno wledge  wor ke r ’s  p r i mar y mo t iv a t ion  fo r  
s har ing  in fo r mat io n  migh t  be  to  acc rue  rec ogni t ion  and  
rewards ,  whereas  ano ther  kno wl edge  wor ker  mi gh t  be  
p r i mar i l y mot iv a ted  by  des i r e  to  he l p  h is  o r  he r  c o l leagues .  
b)  Give  re cogn i t ion  fo r perfo rmance ;  Hea th f ie ld  ( 20 07) ,  c i ted  
by Ša jev a  (2007 ,p .649) ,  men t io ned  tha t  managers  o f  
kno w ledge  wor kers  need  to  un ders tand  tha t  e mp lo yee  
rec ogn i t ion  is  a  c ommun ic a t ion  t oo l  tha t  r e info r c es  and 
rewards  the  mos t  i mpor tan t  ou tc o mes  peop le  c rea te  fo r  the  
c ompan y.  The  r igh t  r ec ogn i t ion  g i f t  de l i v e red  to  the  r igh t  
kno w ledge  worker  a t  the  r ight  t i me  c an  ins p i re  workp lac e  
mot iv a t ion  and  t r ue  kno w ledge  worker  lo ya l t y .  
c ) Pro vide more  in te rest ing  and  cha l lenging  w ork ;  B ragg  
(2001) ,  c i ted  b y Ša jev a  (2007 ,p .649) ,  men t ioned  tha t  t o  keep  
kno w ledge  wor kers  mot iv a ted ,  kno w ledge  workers ’  mana gers  
need  to  und ers tand  that  th e y s h ou ld  c on t inua l l y  loo k  fo r  
ways  to  keep  the i r  in te res t  and  o f fe r  the m n e w c ha l lenges .  
d)  Bui ld  communi t ies  o f  p ract ices ;  Beugre  (2002) ,  c i ted  b y  
Ša jev a  (2007 ,  p .649) ,  s ta ted  tha t  one  o f  the  bes t  p rac t ic es  
fo r  p rov id ing  an  env i r onment  o f  c on t inuous  lea rn ing  is  to 
fac i l i t a te  the  e mergenc e  o f  c o mmun i t ies  o f  p rac t ic e .  
e)  Pro vide f le x ible  leade rsh ip ;  Managers  o f  kno wledge  
workers  need  to  unders tand  how to  mot iv a te  and  ins p i re 
kno w ledge  workers  s o  tha t  more  ide as  a re  c rea ted .  
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f )  Pro vide t ra in ing  and deve lop ing  opportun i t ies;  bu i ld  a 
learn ing organ iz at ion ;  Managers  o f  kno wle dge  workers  
s hou ld  no t  on ly c onc en t ra te  on  oppor tun i t ies  fo r  in fo rma l   
lea rn ing  bu t  a ls o  a  fo rma l  t r a in ing  and  dev elop ment  
approac h foc us ing  on  the  dev e lop ment  o f  in te l lec tua l  c ap i ta l .  
Kno wle dge  wor kers  need  to  be  ex pos ed  us ing  d i f fe ren t  
th in king  s ki l l s  and  s ty les  to  genera t e  new ideas  e f fec t iv e ly.  
g)  Foster  an open  communicat ion  c l imate ;  Kno wledge  
workers  mus t  hav e an  oppor tun i t y t o  be  inv o lv ed in  p lann ing ,  
dec is ion  ma k ing ,  ta king  c a lc u la ted  r i s ks ,  ma k ing  mis takes  
w ithou t  fe a r  o f  pun is h ment  and  re c e iv ing  fa i r  rewards  and  
rec ogn i t ion  fo r  pe r fo rmanc e .   
h)  Create  an  en joyab le  w ork  envi ronment ;   
Kno wle dge  wor kers  l i ke  to  work  in  an  env i r onment  tha t  i s  
en jo yab le ,  the y c an  ge t  bu rned  out  i f  the  work  env i r onmen t i s  
to ta l l y  s er ious  and  s t r i c t l y  bus ines s .  
2 .6 .2 .  Rew ard  and recogn ise   
Ac c ord ing  to  Markov a  and  Ford (2011 ,  p .813) ,  kno wledge  work ers  
c a r ry  kno wle dge  as  a  po wer fu l  r es ourc e  wh ic h  they  o wn.  In  
genera l ,  kno w ledge  workers ’  c rea t iv i t y i s  a  s ourc e  o f  bus iness  
s ucc ess  bu t  on ly when  the y a re  wi l l ing  to  app ly  the i r  ab i l i t ies ,  
s hare  the i r  kno w-ho w,  and  dev o te  t i me  to  c ha l leng ing  tas ks .  
Organ is a t ions  hav e to  f ind  wa ys  to  enc ourage  kno wledge  workers  
to  us e  the i r  c ompetenc ies  fo r  the  p ros per i t y o f  the  o rgan is a t ion .  
One  o f  thes e  wa ys  is  the des ign  and  i mp l e me nta t ion  o f  adequa te  
rewards  s ys te ms .  
  
W i th years  o f  educ a t ion and  lea rn ing ,  kno w ledge  workers  a re  
l i ke l y  to  dev e lop  in t r ins ic  in te res t  i n  the i r  oc c upa t ion  and   v a lue 
rewards  tha t  ac know ledge  s uc h  in te res t  (Markov a  & Ford  2011 ,  
p .814) .  
 
Ac c ord ing  to  G iauque,  Res en te r ra  and  S iggen  (2010 ,  p .191)  
r ewards  in f luenc e  o rgan is at iona l  c ommi t ment .  S ta yin g  in  an  
o rganis at ion  c an  be  par t l y ex p la ined  by  a  pos i t i v e perc ept ion  o f  
o rganis at iona l  jus t ic e ,  na me l y  an  adequac y be tween  th e  
c omponen ts  o f  the  c o mpens a t ion ,  s uc h  as  s a la r y,  wages  s t r uc tu re ,  
s oc ia l  bene f i t s  and  the  s ys tem o f  c ompens a t ion  management .  
Sahraou i  ( 2002 ,  p .161)  s ta tes  tha t  kno wledge  wor kers  a re  a ls o 
a t ten t iv e  to the  bene f i ts  tha t  c an  res u l t  f r o m the i r  inv o lv ement  in  
p lann ing  ac t iv i t ies .  If  t hey  do  no t  p e rc e iv e  a  l in k be t ween  re wards  
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and  per fo rmanc e ,  kno wledge  workers ’  inpu t  in to  the  p lann ing  
p roc ess  wi l l  be  h indered ,  d r iv ing  the m to  w i thho ld  s o me o f  the i r  
c r i t ic a l  kno w ledge  and  s ki l l s .  Fu r the rmore ,  know ledge  workers  wi l l  
on l y u t i l i ze  the i r  kno w ledge and  s k i l l s  i f  t he y perc e iv e  tha t  the 
reward  s ys te m emphas izes  s pec i f i c  a t t r ibu tes  tha t  a re  c onduc iv e 
to  re wards .  
2 .6 .3 .  P ro vide new  learn ing opportun i t ies   
Ac c ord ing  to  Giauque ,  Res en te r ra  and  S iggen  (2010 ,  p .18 7) ,  
c ompan ies  hav e  the  res pons ib i l i t y to  p rov ide  kno wle dge  workers  
w ith  dev e lop ment  oppor tun i t ies  to  enhanc e  the i r  e mp lo yab i l i t y  in  
ex c hange  fo r  h igh  lev e ls  o f  pe r fo r manc e .  
Chen  (2010 ,p .391)  me nt ioned  o rga n is a t ions  s hou ld  a ls o  p rov ide 
s oc ia l  s uppor t  a t  wor k fo r  the i r  kno wledge  wor kers  and  a  fo r m of  
men to rs h ip,  t ra in ing ,  c a r ing  be ne f i t  and  s uppor t i v e  work  
re la t ions h ips  and  th is  in  re tu rn  prov ides  g rea te r  c a reer 
oppor tun i t ies  and  enhanc ed  c a reer  s a t is fac t ion  fo r  kno wledge  
workers .  Kno wledge  workers  wh o  perc e iv e  h igh  lev e ls  o f  
o rganis a t iona l  s uppor t  wi l l  r epor t  g rea te r  c a reer  s a t is fac t ion  than  
thos e  who  perc e iv e  low lev e ls  o f  s uppor t .  
Dev e lop ing  and  ma in ta in ing  kno wl edge  wor kers  means  ens ur ing  
they a re  a t  the  top o f  the i r  ga me,  and  ready fo r  innov a t ion  and  
p rob lem s o lv ing .  O rgan is a t iona l  lea rn ing and  dev e lop ment  s hou ld  
be  we lc o med and  in teg ra ted  wi th  f o rma l  and  in fo r ma l  s ourc es  o f  
kno w ledge  ( Car le ton ,  2011 ,  p .464) .  
Donne l l y  ( 2006 ,  p .88)  be l iev es  tha t  work  l i f e  ba lanc e  is  an  equa l l y  
i mpor tan t  fac to r  a l ongs ide  p ro fes s iona l  dev elop ment ,  s tud y  
s uppor t ,  po ten t ia l  f o r  c a reer  p rogress ion ,  and  c l ien t  c on tac t  
oppor tun i t ies .  The  a t ta in ment  o f  a  wor k l i f e  ba lanc e  is  a  h igh l y  
s ign i f i c an t  i s s ue  amongs t  kno wledg e  wor kers .  
Kno wle dge  wor kers  c ons ider c on t inuous  p ro fes s iona l  
dev e lop ment .  For  them to  s tay  a t  the fo re f ron t  o f  the i r  
p ro fes s iona l  f ie lds  the y  mus t  b e  c ons tan t ly  a ware  o f  an y  
dev e lop ments  wi th in  the i r  pa r t i c u la r  d is c ip l ines  and  p ro fes s ions  
and  the y need  to  par t i c ipa te  in  ac t i v i t ies  that  o f fer  the  oppor tun i t y  
to  fu r the r  the i r  o wn p ro fes s iona l  dev e lopment  ( Rober ts on  & 
Hammers le y ,  200 0 ,  p.246) .  
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I t  i s  ho wev er  r ec ogn is ed tha t  the  peop le  manage ment  p rac t ic es  
requ i red  here  a re  foc us ed  les s  on  d i r ec t  in te rv en t ion  s uc h  as  
iden t i f y ing  re lev an t  c ours es ,  s emina rs  and  works hops  to  a t tend  fo r  
kno w ledge  work ers ,  bu t  more  on  bas ic  hous ekeep ing ,  
ad min is t ra t iv e  t ype  ac t iv i t ies ,  fo r  ex amp l e ,  p rov id ing  the  
nec ess ary f inanc ia l  r es ourc es  (wh ic h  in  s o me c as es  c an  be 
c ons iderab le)  or  ma k ing  boo k in gs .  Knowledge  work ers  a re 
ex pec ted and  requ i red  to  de te rmin e  fo r  thems e lv es  wh ic h  c ours es  
a re  o f  pa r t i c u la r  r e lev anc e  to  them fo r  the i r  o wn p ro fes s iona l  
dev e lop ment  (Rob er ts on  & Ha mmers ley ,  2000 ,  p .247) .  
 
Rober ts on  and  Ha mmers le y (2000 ,  p .247)  fu r the r  ind ic a ted  tha t  
kno w ledge  wor kers  had  to  be  t r us ted  to  kno w what  dev e lop menta l  
ac t iv i t ies  were  appropr i a te  fo r  th e m.  The y mus t  a ls o  be  t rus ted  to  
o rganis e  the i r  o wn workloads  in  o rder  to  under ta ke  an y  fu r the r  
p ro fes s iona l  dev e lopmen t the y  c on s idered  nec es s ary  wi thou t  an y  
s ign i f i c an t  d is rup t ion  o f  p ro jec t  work oc c ur r ing .  
 
Ac c ord ing  to  K innear  and  Suther la nd  (2000 ,  p .1 ) ,  o rgan is a t ions  
who  re l y  on kno wl edge  workers  for  the ir  bus ines s  s ucc ess  need  to  
unders tand  o r  ga in  ins igh t  in to  the  c ommi tment  o f  kno wledge  
workers  in  o rder  to  r eta in  the m.  
Bus ines s es  s uc c eed  by o wn ing  hu man c ap i ta l  as s e ts  and 
kno w ledge  workers  (Horwi t z ,  2 004 ,  p .9 ) .  Horw i t z fu r th e r  
ment i oned  tha t  kno wledge  wor kers  a re  in  s hor t  s upp ly  a l l  ov e r  the 
g lobe ,  the re fo re  o rgan is a t ions  need  to  ens ure  they  ut i l i ze  
e f fec t iv e  hu man res ourc es  p rac t ices  to  ga in  c o mmi tment  f ro m 
thes e  kno wledge  wor kers .  
There  a re  th ree  c r i t i c a l  meas ures  tha t  a re  perc e iv ed  to  be  
c on t r ibu t ing  to  kno wled ge  workers  c ommi t ment  to  the i r  
o rganis a t ions  and  thes e  a re  re la te d  to  oppor tun i t ies  fo r  pe rs ona l  
c ommi t ment ,  wor king  wi th  c o l leagu es  f ro m who m one  c an  lea rn  
and ,  las t l y ,  the  f reedo m to  wor k i ndependen t l y  (Kin near  &  
Su ther land  2 000 ,  p .1 ) .   
S mi th  and  Rupp  (2002)  a rgue  tha t ,  to  c ap ture  kno wledge  workers  
c ommi t ment  and  lo ya l t y and  to  bu i ld  tea m s p i r i t ,  i t  is  c r i t i c a l  to  
p rov ide  a  c oherent ,  c a re fu l l y d ev e loped  and  c lea r l y a r t i c u la ted  s et  
o f  c o rpora te  v a lues .  
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The ma in  lea rn ing  po in ts  f ro m th is  s ec t ion  a re  tha t :  
§  Reten t ion  o f  kno wl edge  wor kers  s hou ld  be  one  o f  the  top  
p r io r i t ies  in  organ is a t ions ;  
§  Organ is a t ions  need  to  fos te r  lea rn ing  and  engage ment  to  
r e ta in  kno w ledge  workers ;  
§  Kno wle dge  workers  hav e  to  ge t  mo re  s a t is fac t ion  f ro m the i r  
work ;  
§  To  re ta in  kno wledge  wor kers  the y s hou ld  be  bo t h  in t r ins ic a l l y 
and  ex t r ins ic a l l y mot iv a ted ;  
§  Kno wle dge  workers  mus t  be  enc ouraged  to  us e the i r  
c ompete nc ies  fo r  the  p ros per i ty  o f  t he  o rgan is a t ion ;  
§  Kno wle dge  wor kers  s tay ing  i n  a n  o rgan is a t ion  is  pa r t l y  
ex p la ined  b y a pos i t i v e  perc ep t ion  o f  o rgan is a t iona l  jus t ic e ;  
§  Kno wle dge  wor kers  are  a ls o  a t ten t iv e  to  the  bene f i t s  tha t  
c an  res u l t  f rom the i r  inv o lvemen t in   p lanning  ac t iv i t ies ;  
§  Organ is a t ions  hav e  the  res pons ib i l i t y to  p rov ide  kno wledg e  
workers  wi th  dev e lopment oppor tun i t ies ;  
§  Organ is a t ions  s hou ld  a ls o  p rov ide  s oc ia l  s uppor t  a t  work f o r  
the i r  kno w ledge  workers  and  a fo r m o f  men to rs h ip ;  and  
§  W ork- l i f e  ba lanc e  is  an  equa l l y  imp or tan t  fac to r  to  kno wledge  
workers  to  re ma in  mo t iv a ted  and  to wan t  to  s ta y w i th  the  
c ompan y.  
 
Cons ider ing  the  abov e  s t r a teg ies  to  r e ta in  kno wledge  wor kers ,  i t  
i s  ev iden t  tha t  human res ourc es  manage ment  s t r a tegies  a re 
c r i t ic a l  fo r  the  manag e me nt  and  re t ent ion  o f  kn owledge  wor kers .   
 
2 .7 .  HUMAN RE SO URCE MANA GEMENT  STRAT EGIE S FOR 
OPT IMAL UT IL ISAT ION AND RET ENT IO N OF  K NO WL EDG E 
WORKERS  
Giauque ,  Res en te r ra  and  S iggen  (2 010 ,p .185)  s ugges t  tha t  human  
res ourc e  managers  c an  he lp  bus ines s es  to  i mprov e o rgan is a t iona l  
behav iour ,  s uc h  as  s ta f f  c ommi tment ,  c ompetenc y and  f lex ib i l i t y,  
wh ic h in  tu rn  c an  lead  to  i mprov ed  s taf f  pe r fo r manc e .  
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Th i te  ( 2004 ,  p .30)  be l iev es  tha t  one  o f  the  c r i t i c a l  c ha l lenges  o f  
hu man res ourc es  in  o rgan is a t ions  is  to  a t t r ac t  the  a t ten t ion  and  
res ourc es  towards  peop le  is s ues and  ma ke  ev ery manager  
r es pons ib le  fo r  s uc c ess fu l  peop le  manage ment .  
Ac c ord ing  to  Horwi t z,  He ng ,  Qua zi ,  Non kwe l o,  Rod i t i  and  Van  Ec k 
(2006,p .789) ,  hu man res ourc e  s t r ateg ies  fo r  kno w ledge  workers  
ex tend  beyond  c onv en t iona l  hu man  res ourc e  p rac t ic es ;  i t  r equ i res  
innov a t iv e ly c ra f ted ,  f lex ib le ,  upda t ed and  workab le  s t ra teg ies ,  to  
adap t  to  c omp lex  and  a  f requen t l y c hang ing  ins t i tu t iona l  and  
c ompet i t i v e  env ir onmen t .  
Th i te  (2004 ,  p .29)  s ta ted  th a t ,  fo r  o rgan is a t ions  to  hav e  a 
c ompet i t i v e  adv an tage  in  the  kno w ledge  ec ono my,  the y  need  to  
take  c a re o f  the i r  in te l l ec tua l  c api ta l   and  peop le  mana ge ment  
s hou ld  na tu ra l l y bec o me an in te g ra l  pa r t  o f  c o rpora te  s t r a tegy  and  
a  ke y  res pons ib i l i t y fo r  a l l  managers .  
Human res ourc e  po l ic ies  and s t ra teg ies  s hou ld enc ourage  a 
c on t inuous  lea rn ing,  s e l f - dev e lop ment  oppor tun i t ies  and  
kno w ledge  s har ing  as  a  s t r a teg ic  way to  r e ta in  the  tac i t  kno wledge  
o f  kno wled ge  wor kers  (Hor wi t z e t  a l ,  p .789) .  
For  the  human res ourc e  s t r a tegy to  be  s uc c ess fu l  in  manag ing  
kno w ledge  wor kers  i t  has  to  as s ure  kno wle dge  workers  tha t  the y  
a re  wor king  fo r  a  c ar ing ,  nu r tu r ing  and  t rus t wor th y  o rgan is a t ion  
(Th i te ,  2004 ,  p .32) .  
Th i te  ( 2004 ,  p .33)  fu r the r  ment ione d  tha t  ano ther  ke y  s t ra teg y in  
bu i ld ing  a  t r us t wor th y hu man  res ourc e  s t r a tegy and  ph i los ophy is  
th rough  fa i rnes s .  Know ledge  worker s  c a re  as  muc h  abou t  fa i rnes s  
o f  a l l  p roc ess es as  they do  c a re  abou t  the  ou tc o me o f  fa ir nes s  
i t s e l f .  
Ac c ord ing  to  Greengard  (1998 ,  p .90)  c i ted  by Nor  and  Ros l ine  
(2006,  p .4) ,  t he re  a re  s ev en  wa ys  to  ens ure  tha t  kno wledge  
manage ment  ta kes  ho ld  wi th in  the  f i r m w i th  the  he lp  the  hu man  
res ourc es  depar tment :   
§  The  f i r s t  i s  to  p rov ide  hu man res ourc e  ex ec u t iv e  s uppor t ;  
§  Es tabl is h ing  c ros s - func t iona l  tea ms  to  map  kno w ledge  an d  
p lan  an  in i t ia t i v e ;  
§  The  hu man res ourc e  depar tment  need  to  ens ure  tha t  a 
p roc ess  o f  kno wledg e  t r ans fe r  i s  in  p lac e ;  
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§  The  hu man res ourc e  depar tment  i s  res pons ib le  fo r  
dev e lop ing  and  p rov id ing  the  s u i tab le  tec hno logy in  o rder  to  
ma ke  kno wl edge  manage ment  f lou r i s h  and  nur tu re  a  s har ing  
c u l tu re ;  
§  The  hu man res ourc e  depar t me nt  a ls o  b y needs  to  
de mons t ra te  the  v alue  o f  knowledge  man age ment  b y  
enc ouraging  a  bu y- in  a t t i t ude ;  and   
§   The  hu man  res ourc e  depar tment  needs  to  v iew kno wledge  
manage ment  as  a  work  in  p rogre ss  ra ther  tha t  jus t  as  a  
c o rpora te  i mage .  
Š i kẏř ,  Boras  and  To mić  ( 2008 ,  p .4 )  fu r the r  ment ioned  tha t ,  in  
manag i ng  kno w ledge  workers  e f fec t iv e ly and  e f f i c ien t l y,  
o rganis at ions  need  e f f i c ien t ,  e f fec t iv e  and  p rov en  hu man  
res ourc es ,  es pec ia l l y in :  
§  Job  des ign :   i t  i s  imp or tan t  fo r  the human res ourc es  
depar t ment  to  d es ign  jobs  that  me e t  the  needs  o f  bo th  the  
o rganis at ion  and  the  kn o wledge  worker .  Thes e  jobs  mus t  be  
mot iv a t ing ,  c omp lex ,  v a r ious ,  s igni f i c an t ,  au tono mous  and  
us ing  regu la r  feedbac k.  
§  Recru i tment ,  se lect ion  and o rien ta t ion :  f o r  e f fec t iv eness  
and  e f f i c ienc y  i t  i s  i mpor tan t  du r i ng  rec ru i t men t ,  s elec t ion  
and  o r ien ta t ion  o f  kno wledge  wor kers  to  pay a t t en t ion  to  
kno w ledge  workers  pers ona l  c harac te r is t i c s .  
§  Performance management :  t h is  i s  the  p roc es s  o f  
pe r manen t l y i mprov ing  per fo rmanc e  o f  ind iv idua l  kno wled ge  
workers ,  s uc h  as  ab i l i t ies ,  ac t iv i t ies  and  ou tpu ts  and  th is  i s  
a ls o  fo r  the o rgan is a t ion  as  a  who le .  Th is  p roc ess  o f  
pe r fo r manc e  manage ment  has  th re e  reap ing  s tages  na me l y  
per fo r manc e  agree men t,  pe r fo rmanc e  management  and  
per fo r manc e  appra is a l .  Th is  i s  conduc ted  to  ens ure  tha t  
workers  ab i l i t ies ,  ac t iv i t ies  and ou tpu ts  meet  ex pec ted 
ob jec t iv es  o f  the  o rgan iza t ion .   
§  Compensat ion :  t o  e f fec t iv e ly  and  e f f i c ien t l y  manag e  
kno w ledge  workers ,  the  app l ied  c o mpens a t ion  s ys te m mus t  
be  fa i r  and  s t imu la t ing  to  r e ta in  kno w ledge  wor kers  and  
mot iv a te  the m to  c reate ,  s hare  and  us e  the i r  kno wle dge  in  
the  o rgan is a t ion ,  v o lun ta r i l y and  mu tua l l y.  
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The moneta ry  and  non- moneta ry  c o mpens a t ion  s hou ld  a ls o  
mot iv a te  kno wledge  wor kers  to  the i r  pe r fo rmanc e ,  
kno w ledge ,  s ki l l s ,  ab i l i t ies  and  ex per ienc e .  
§  T ra in ing  and  deve lopment :  t o  ef fec t iv e ly and  e f f i c ien t l y  
manage  kno w ledge  wor kers ,  i t  i s  impor tan t  to  mot iv a te 
workers  to  pe rmanen t  and  s ys te mat ic  t r a in in g  and  
dev e lop ment  o f  the i r  kno w ledg e,  s ki l l s ,  ab i l i t i es  and  
ex per ienc e . 
The  Hu man Res ourc e  Depar t ment  s hould  ens ure  tha t  workers  who  
hav e  s pec i f i c  kno wledge ,  s k i l l s ,  ab i l i t ies  and  ex per ienc e  s hou ld  be  
inv o lved  in  the  p roc ess  o f  wor kers ’  t r a in ing  and  dev e lopment .  Th is  
fu r the r  he lps  to  i nc reas e  mot iv a t ion  o f  the  workers  and  improv e 
c ond i t ions  o f  v o lun tar y and  mutua l  c rea t ion ,  s har ing  and  us e  o f  
kno w ledge  in  the  o rgan is a t ion .  
Th i te  ( 2004 ,p .35)  fu r the r  ind ic a te d  tha t ,  in  t he  o rgan is a t iona l  
c on tex t ,  lea rn ing  takes  p lac e  a t  the  ind iv idua l ,  g roup  and  
o rganis at iona l  lev e l  and  human res ourc es  fac i l i t a te lea rn ing  a t  a l l  
t hes e  lev e ls .  He  ment ioned  tha t  “a t  the  ind iv idua l  lev e l ,  hu man  
res ourc es  is  en t rus ted  wi th  the  res pons ib i l i t y o f  rec ru i t ing  and  
re ta in ing  kno wledge  wor kers  who  c an  dev e lop  r igh t  c ompetenc ies ,  
bo th  in  tec hn ic a l  and  behav ioura l  a reas .  Hu man res ourc es  need  to  
mot iv a te  th rough  a  range  o f  pe r for manc e  manag e men t  and  re ward  
meas ures  to  c onv er t  the i r  ex per t men ta l  mode ls  in to  ex p l ic i t  
kno w ledge .  A t  the  g roup  lev e l ,  human res ourc es  need to  enab le  
kno w ledge  wor kers  to  work in  au to no mous  tea ms  bo th wi th in  and  
ou ts ide  o rgan is at iona l  boundar ies  s har ing  menta l  mode ls .  A t  the  
o rganis at iona l  lev e l ,  s t r a tegy ,  s ys te m,  s t yle  and  s ta f f  need  to  
work  in  tande m to  c rea te  a  knowledge  c onduc iv e  lea rn ing  
a t mos phere. ”   
There fo re ,  the  HR dep ar tment  p la ys  a  c ruc ia l  r o le  in  the  manag ing  
and  re ten t ion  o f  kno wledge  wor kers .  Hu man res ourc es  a ls o p lay a  
c r i t ic a l  ro le  in  he lp ing  bus ines ses  to  i mprov e  o rgan is a t iona l  
behav iour .  HR a ls o  p lays  a  c ruc ia l  r o le in  enc ourag ing  a  
c on t inuous  lea rn ing  fo r  kno wle dge  wor kers .  Hu man res ourc es  a ls o 
p la y a  ro le  of  as s ur ing  kno wledge  workers  tha t  they a re  working  
fo r  a  c a r ing ,  nu r tu r ing  and  a  t r us twor th y o rgan is a t ion .  The y 
fu r the r  mot iv a te  kno w ledge  wo rkers  th rough  a  range  of  
pe r fo r manc e  manag e me nt and  re wa rd  meas ures .  The  nex t  s ec t ion  
foc us es  on  a  s ynops is  o f  bes t  manage ment  s t ra teg ies  fo r  
max i mis ing  the  po ten t ia l  o f  kno w led ge workers .   
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2 .8 .  BE ST  MANAG EME NT ST RAT EGIES FOR  UT IL ISI NG T HE 
FULL  POTENTI AL OF  KNOWLEDGE  WORK ER S 
Ac c ord ing  to  J a la ldeen  and  J ayakody (20 06) ,  c i ted  b y Ša jev a  
(2007,  p .648) ,  knowledg e  workers  v a lue  p ro fes s iona l f reedo m,  
in teg r i t y,  innov a t iv eness ,  oppor tun i t ies  to  learn  and  c a reer  
dev e lop ment .  
Chen  and  Edg ing ton  (2005 ,p .280)  ment ioned  tha t ,  as  marke ts  
c on t inue  to  aggres s iv e ly ev o lv e  and  wh i l e kno w ledge  c rea t ion  
p roc ess es  typ ic a l l y  inv o lv e  s ome mo neta r y an d  oppor tun i t y  
inv es tment ,  managers  need  dec is ion  ma king  c r i te r ia  to  ev a luate  
kno w ledge  c rea t ion  p roc ess es  fo r  the i r  kno wledge  wor kers ,  as  
thes e  a re  h igh l y  c o mp lex  and  t he re fo re  s hou ld  be  c a re fu l l y  
managed .  
§  Pro vid ing  a  support ive  o rgan isat i onal  cu l tu re   
Ac c ord ing  to  Ac s en te  (2010 ,p .282) ,  c ap i ta l i s ing  on  the  ta len t  of  
kno w ledge  wor kers  en ta i l s  c rea t ing  a  c u l tu re  bu i l t  on  t r us t ,  
r es pec t ,  c rea t iv i t y,  s e l f  d i r ec t ion ,  in t r ins ic  mot iv a t ion ,  tea m work  
and  kno wled ge  s har ing ,  lea rn i ng  an d  dyna mic  c hange .  
Mar t ins  and  Terblanc he  (2003 ,  p .7 1)  ment i oned  tha t  rec ru i t men t ,  
s e lec t ion  and  appo in t ment  a nd  ma in ta in ing  kno wledge  workers  a re  
an  i mp or tan t  pa r t  o f  p ro mot ing  t he  c u l tu re  o f  c rea t iv i t y and  
innov a t ion  in  an  o rgan is a t ion .  The  v a lues  and  be l ie fs  o f  
manage ment  a re  re f lec ted  in  the  t ype  o f  kno wle dge  wor kers  tha t  
a re  appo in ted .   
Ac c ord ing  to  Ra ms e y & Barkhu i zen  (2011 ,  p .159) ,  a  s t rong  
s uppor t iv e  o rgan is a t iona l  c u l tu re  is  c ruc ia l  fo r  op t i mis ing  the  
ex per t i s e  o f  knowledge  workers  bec aus e i t  i s  an in teg ra l  pa r t  o f  
the  genera l  func t ion ing  o f  an  o rgan is a t ion .  I t  a ls o  b r ings  abou t  the 
innov a t ion  tha t  i s  a  r equ i remen t  fo r  s us ta in ing  c o mpet i t i v e 
adv an tage .  
Suppor t i v e  mec han is ms  s hou ld  be  p res en t  in  the  c u l tu re  o f  an  
o rganis a t ion  to c rea te  an  env i r onment  tha t  wi l l  p romote  c rea t iv i t y  
and  innov a t ion  for  kno w ledge  wor kers .  Rewards  and  rec ogn i t ion  
and  the  av a i lab i l i t y  o f  r es ourc es  s uc h as  t i me ,  in fo rma t ion  
tec hno logy and  c rea t iv e  peop le  a re  mec han is ms  tha t  p la y  th is  ro le  
in  o rgan is a t ions  e mp lo yi ng  kno wledge  wor kers  ( Mar t ins  and  
Terb lanc he ,  2003 ,  p .71) .  
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Mar t ins  and Terb lanc he  (2003 ,  p .72)  fu r the r  ment ioned  tha t  
“ to le ranc e  o f  mis ta kes  is  an  es s en t ia l  e le ment  i n  the  dev elop ment  
o f  an  o rgan is a t iona l  c u l tu re  t h a t  p romotes  c rea t iv i t y a nd  
innov a t ion  o f  kno wledge  workers ” .  Th is  c an  be  done by re ward ing  
s ucc ess  and  ac knowledge  fa i lu re  by c rea t ing  oppor tun i t ies  to  
open l y d is c uss  and  lea rn  f ro m mis ta kes .  
Ac c ord ing  to  Kan te r  ( 1983) ,  quo ted  by K ubo  & Sa ka  (2002 ,  p .262) ,  
o rganis a t ions  s hou ld c rea te  an  o rgan is a t iona l  c u l tu re  tha t  
e mpo wer  kno wledge  wor kers  and  ap pea l  to  the i r  inner  d r iv e .  
 
§  Pro vide opportun i t ies  fo r netw ork ing  and sharing  the i r  
sk i l ls  and  exper t ise  
Ac c ord ing  to  Sc ot t  ( 2005 ,  p .258) ,  by unc ov er ing  autono my,  
in fo rmat ion  c an  be  g lean ed  abou t  how know ledge  wor kers  c a r r y  
ou t  the i r  day- to -da y du t ies .  The  du t ies  of  kno wledge  workers  a re  
s ome what un iqu e .  Kno wledge  wor kers  mus t ,  th rough  the i r  o wn  
c rea t iv i t y,  ex per ienc e ,  and  kno wl edge ,  es tab l is h  a  ne t wor k of  
c onnec t ions  wi th in  the  o rgan is a t ion  tha t  are  no t  p res c r ibed  by the  
o rganis at ion  o r  the i r  managers ,  to  fu l f i l  t he i r  ro les  and  
res pons ib i l i t ies .  
 
Sc o t t  (2005 ,  p . 260)  ide n t i f ied  four  t ypes  o f  ne t wor k ing  s t r uc tu res  
tha t  c an  be  adop ted  b y managers  of  kno w ledge  workers :  
 
§  Communicat ion netw ork  
 
In  o rder  fo r  kno wledge  wor kers  to  ga in  and  t r ans mi t  kno wledge  
they mus t  in te rac t  wi th  o thers  in  the  o rgan is a t ion .  Th e  
c ommun ic a t ion  ne t wor k rep res en ts  ex ac t ly  tha t .  The  
c ommun ic a t ion  ne t work “who ta l ks  to  who m ”  in  an  o rgan is a t ion  is  
the  v ehic le  th rough  wh ic h  wor k is  ac c omp l is hed .  
 
Fur the r more ,  kno wledge  wor kers  a re  iden t i f ied  b y per fo rming  work  
tha t  i s  mos t l y  uns truc tu red  and  o rgan is a t iona l l y c on t ingen t  and  
wh ic h thus  re f lec ts  the  c hang ing  demands  o f  o rgan is a t ions  more  
than  oc c upa t iona l l y  de f ined  nor ms  and  p rac t ic es .  Kno wledge  
workers ,  the re fo re ,  mus t  ma ke  n e twork  l in ks  ou ts ide  o f  the  fo rma l  
s t r uc tu re  o f  the  o rgan is a t ion  in  o rde r  to  c o mp le te  the i r  tas ks .  
39 
 
 
§  Formal  s tructure  
 
Cor man (1990) ,  c i ted  by Sc o t t  ( 2005 ,  p .260) ,  “argues  tha t  fo rma l  
s t r uc tu re  is  a  s e t  o f  p res c r ibed re la t ions h ips  d ic ta ted b y  an  
o rganis at ion .  Thes e  re la t ions h ip s  de f ine  the  min i ma l  and  
ob l iga to r y c o mmun ic a t ion  nec es sary to  ac c omp l is h  a  fo rma l  
s t r uc tu re ” .  
 
Fo r  o rgan is a t ions  o r  managers  o f  kn owledge  wor kers  to  ma in ta in  a  
fo rma l  s t r uc tu re ,  the re  mus t  be  c o mmun ic a t ion  and  c onnec t ion  
a long  h i e ra r c h ic a l  r e la t ions h ips  in  o rder  fo r  thos e  re la t ions h ips  to  
be  re in fo rc ed .  The  de lega t ion  o f  work  and the  p roduc t ion  o f  work  
mus t  be  c o mmun ic a ted  a long  the  h i e ra rc hy of  the  o rgan is a t ion .  
 
§  Professiona l  o rgan isat iona l  netw ork  
 
P ro fes s iona l  in te rac t ions  oc c ur  to  ma in ta in  and  to  p ro mote  the  
o rganis at ion  and  ma ke  dec is ions  bas ed  upon  wha t  i s  bes t  fo r  the  
o rganis at ion .  Thes e  in te rac t ions  a re  d i rec ted  a t  ac h iev ing  the  
goa ls  and  ob jec t iv es  o f  the  o rgan is a t ion .   
 
§  Socia l  o rgan isat iona l  netw ork  
 
The  ro le  o f  the  o rgan is a t ion  has  been  c hang ing .  Th is  then  means  
tha t  job  per fo rmanc e  and  the  wor k env i ron ment  a re  no  lo nger  jus t  
abou t  a  matc h  be tween  the job  a nd  the  s ki l l  pos s ess ed  by  the  
ind iv idua l  o r  the  kno wled ge  worker .  I t  has  been  found  tha t  
ind iv idua ls  who  a re  ab le  to  fu l f i l  the i r  s oc ia l  needs  wi l l  hav e  be t te r  
mora le ,  s a t is fac t ion  and  c ommi t men t  to  the  tas k a t  hand .  
 
Sc o t t  ( 2005 ,p .262)  fu r the r  ment i ons  tha t  “ kno wledge  work ers  
c ommun ic a te  wi th  o ther  kno w ledge  workers ,  the reb y c rea t ing  a  
ne t wor k;  the i r  s hared  us e  o f  wor ds  and  c onc ep ts  th rough  the  
in te rac t ion  yie lds  a  s hared  iden t i t y  as  an  o rgan is a t iona l  c o l lec t iv e ,  
due  to  the  fac t  tha t  th rough  inte rac t ion ,  the i r  s hared  a t t i tudes ,  
be l ie fs  and  c onc ep ts  wi l l  s p read  th rough  c on tag ion  to  eac h 
me mber  o f  th e  ne twork ” .  
 
Fo r  kn o wledge  wor kers ,  the re f o re ,  s hared  mean ing  s hou ld  be  
p res en t  due  to  the  fac t  tha t  the y  mus t  c ons tan t ly  engage  in  
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i n te rac t ion  ac ross  the ne twor k.  In  th is  s ens e ,  they ma y hav e  a 
h igh  degree o f  pa r t i c ipa t ion  due  to  the i r  need  fo r  c ons tan t  
in te rac t ion .  
 
§  Pro vid ing  opportuni t ies  fo r exe rc i s ing creat i ve  poten t ia l  
Rober ts on  and  Hammers le y (2000 , p .243)  c ame wi th  the  idea  tha t  
the re  is  a  need fo r  ne w wa ys  o f  manag ing  kno w ledge  wor kers  by  
s ugges t ing  tha t  human res ources  manag e me nt  pe r  s e  is  
ins u f f i c ien t  and  s hou ld  ins tead  be  rep lac ed  by the  c onc ep t  o f  
hu man po ten t ia l  manage ment ,  wi th  hu man be ings  as  the  foc us .  
The y go on  to  s ugges t  tha t  h u man po ten t ia l  management  
d is t inc t iv e  fea tu res  a re  a  c onc en t ra t ion  on  s e l f - manage ment,  
wh ic h fos te rs  peop le ' s  po ten t ia l  an d  enab les  the m to  us e  i t ,  t hus  
c rea t ing  adv an tages  fo r  bo th  the  kn owledge  wor ker  and  u l t i ma te l y  
the  o rgan is a t ion .   
 
In  add i t ion ,  the  idea  tha t  hu man  po ten t ia l  manage ment  i s  an  
in teg ra t iv e ,  c on t inuous  p roc es s  o f  dev e loping  kno wledge  workers  
c apab i l i t ies  d i f fe rs  f r om the  hu man res ourc es  management be l ief  
tha t  kno wledge  workers  a re  res ourc es  to  be  u t i l i zed  as  bus iness  
needs  d ic ta te .  The  wr i t e r  ac kn ow ledges  tha t  in  o rder  to  
operat iona l is e  hu man po ten t ia l  ma nagement the re  needs  to  be 
c on t inuous  upda t ing  o f  o rgan is a t iona l  po l i c ies ,  s t ruc tu res  and 
s ys te ms  wh ic h  enab le  e mp lo yees  to  au tono my.  
 
§  Using  the  mentoring  and  coach ing po ten t ial  o f  know ledge 
w orkers  
Ac c ord ing  to  Maru t a  (2012 ,  p .40)  mos t  kno w ledge  workers  need  to  
be  s pec ia l l y nu r tu red to  ga in  s uc h  a c apab i l i t y w i th  t i me  
c ons uming  t r a in ing .  Bec aus e  o f  the  d iv e rs i t y  o f  kn o wledge  work ,  
the re  is  no  un iv e rs a l  t r a in ing  p r ogra m app l ic ab le  to  nu r tu r ing  
kno w ledge  workers  in any f ie ld .  The re fo re ,  kno w ledge workers  a re 
nur tu red  th rough  work ing  wi th  s en io r  ass oc ia tes  in  the  ass igned  
work  a rea  s uc h  as  on- the - job  t r a in in g .  
 
Maru ta  (2012 ,  p.40)  fu r the r  ment io ns  tha t  on - the - job  t r a in ing  c an 
de l iv e r  a  r ea l l y s uc c es s fu l  r es u l t on l y  i f  a  good  un-nur tu red  
t ra inee  kno w ledge  worker  i s  t r a in ed  by  a good  t r a ine r .  A good  
t ra inee  know ledge  wor ker  i s  a  pe rs on  who  has  a s t rong wi l l  f o r  
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i mprov eme nt  and  a  good  t ra ine r  i s  a pe rs on  who  c an  g ive 
appropr ia te  adv ic e  wi th  a  good  me t hod  a t  the  r igh t  t i me .  
 
Man y t ra inee  kno wledge  work ers  tend  to  be  pas s iv e .  A  good 
per fo r mer  c anno t  a l wa ys  be  a  good  t r a ine r .  Thos e wh o  are  good  
per fo r mers  do  no t  a l ways  unders tand  wha t  adv ic e  is  appropr iate  
fo r  non-per fo rming  t ra inee  kn owled ge  worker .  Ev en  wors e ,  on l y  a  
fe w s en io r  ass oc ia tes  have  us e fu l  kno w ho w fo r  the  t ra inee  
kno w ledge  wor ker  to  lea rn .  Thus ,  manage ment  s hou ld unders tand  
tha t  hand ing  t ra inees  ov er  to  s en io r  e mp lo yees  does  no t  a lwa ys  
y ie ld  the  ex pec ted  res ul t  (Maru ta ,  2 012 ,  p .40) .  
 
§  Using  per formance management  s tra teg ies  that  empow er   
Serra t  ( 2010 ,p .1 )  s ta tes  tha t  ma nagers  o f  kno wledge  workers  
s hou ld  no t  ma ke  a  m is ta ke wan t in g  to ma ke  kno wledg e  workers  
per fo r m as  fo r  kno wledge  wor kers  i t  i s  no t  a  mat te r  o f  ma k ing  
the m wor k harder  o r  more  s k i l fu l l y  a s  they a re  na tu ra l l y ded ic a ted .   
Manag i ng  kno wledge  workers  is  the  p roc ess  of  in f luenc e .  
Managers  mus t  r emov e  obs tac les  to  pe r fo r manc e  and  c hanne l 
e f fo r t  to  a reas  tha t  wi l l  ma ke kno w ledge  wor kers  c on t r ibu te  to  the  
ac h iev ements  o f  o rgan is a t iona l  ob je c t iv es  (Ser ra t ,  2010 ,  p .1 ) .  
In  c onc lus ion ,  the  kno wled ge  worker  i s  a  worker  who  has  
kno w ledge ,  s ki l l s ,  ex per t i s e  and lea rn ing  in  a  s pec ia l  f ie ld  or  a rea  
o f  work  and  they  a re  a  ke y s ourc e  o f  g rowth  in  organ is a t ions  they  
work  fo r .  
Kno wle dge  workers  don ’ t  l i ke  to be  to ld  ho w to do  the i r  wor k as  
the i r  jobs  requ i re  c rea t iv i t y,  innova t ion  and  p rob le m s o lv ing  and 
the i r  pos i t ions  requi re  c on t inuou s  learn ing  and  i mprov ement  
bec aus e  kno wledge  workers  us e  the i r  kno wledge  to  c rea te,  
d is t r ibu te  o r  app l y ex p l ic i t  as  we l l  a s  i mp l ic i t  kno wledge .  
Kno wle dge  wor kers ’  v a lues  c los e  c on tac t  wi th  c us to mers ,  
s uperv is o rs ,  s ubord ina tes  and  tea m mates .  The y a re  a l wa ys  
in te res ted  in  f ind ing  in fo rmat ion ,  m e mor is ing  tha t  in for mat io n  and  
app l ying  tha t  in fo rmat ion  in  to  the i r  work  s i tua t ions .  
One  o f  the  mos t  i mpor tan t  o r  ke y e l e ments  in  the  l i f e  o f  kno wledge  
workers  is  pe rs ona l  g rowth and  d ev e lop ment  and  o rgan is a t iona l  
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hu man res ourc es  managers  s hou ld  a l wa ys  t ry  to  p ro mote  th is  t yp e  
o f  env i ronment .  
Managers  o f  kno w ledge  wor kers  need  to  unders tand  tha t  s uc h  
peop le  re l y on  the i r  p e rs ona l  ne tworks  fo r  man y purpos es  and 
they s hou ld  be  g iv en  tha t  s pac e  and  s uppor t  to  ne twor k wi th in  and  
ou ts ide  thei r  o rgan is a t ions .  In  r e tu rn  they  fee l  g ra te fu l  fo r  that  
t ype  o f  s uppor t  f r o m the i r  o rgan i s a t ion  by  s how ing  a  s t r onger  
c ommi t ment  to  the  o rgan is a t ion .   
Managers  o f  kno wledge  wor kers  s hou ld  a lwa ys  t r y to  dev e lop 
t rus t ,  mo t iv a t ion and  c o mmi t ment  wi th  kno wled ge  wor kers .  
Organ is a t ions  s hou ld  ma ke  re ten t io n  o f  kno wledge  workers  one  o f  
the i r  top  p r io r i t ies ,  es pec ia l l y w i th  the  r i s ing  s ki l led  labour  
s hor tages  ac ros s  the  g lobe .  
Reward s ys te ms  s hou ld  be  fa ir  and  c onduc iv e ,  as  kno wle dge  
workers  wi l l  on l y ut i l i ze  the i r  kno wl edge  and  s ki l l s  i f  t he y  perc e iv e 
tha t .  
Par t  o f  r eta in ing  kno wled ge  workers  w i th in  the  o rga n is a t ion  
requ i res  tha t  dev elopment  oppor t un i t ies  w i th in  the i r  pa r t i c u la r  
d is c ip l ines  and  pro fess ions  s hou ld  be made av a i lab le .  
For  o rgan is a t ion  to  hav e  a  c ompet i t i v e  adv an tage  in  the  
kno w ledge  ec ono my,  the y  ne ed  to  take  c a re  of  the i r  in te l lec tua l  
c ap i ta l .  
Human res ourc es  s hou ld  t ry  to  p ro mote  fa i rnes s  in  a l l  p roc ess es 
w ith in  the  o rgan is a t ion  as  kno w l edge  wor kers  c a re  abou t  the 
ou tc ome  o f  fa i r n es s .   
Human res ourc es  a ls o  p lay a  c ruc ia l  r o le  in  enc ourag ing 
c on t inuous  lea rn ing  and  l i f e  lea rn in g  fo r  kno wl edge  workers .  
A  s t r ong  s uppor t iv e  o rgan is a t iona l  c u l tu re  is  c ruc ia l  fo r  op t i mis ing  
the  ex per t is e  o f  kno w ledge wor kers  bec aus e  i t  i s  in teg ra l  pa r t  o f  
the  genera l  func t ion i ng  o f  an  o rgan is a t ion .  
In  the  nex t  pa ragraph,  the  in te r v iews  c onduc ted  at  fou r  c omp an ies  
a re  p res en ted .  
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2 .9 .  I NTERVIEWS  CONDUCT ED WIT H K EY  PEOPLE AT  
D IFFERE NT  HUMAN RESOUR CE AND  R ECRUIT ME NT  
CONS ULT ING F IRMS I N PORT  EL IZABET H.  
The purpos e  o f  the  s tud y was  to  iden t i f y  the  c harac te r is t i cs  o f  
kno w ledge  workers  and  to  ide n t i f y  b es t  manage ment  s t ra teg ies  fo r  
u t i l i s ing  the  fu l l  po ten t ia l  o f  kno wl edge  wor kers .  To  s upp le ment  
the  theore t ic a l  s tud y,  in te r v iews  we re  c onduc ted  wi th  s e lec ted  ke y  
peop le  a t  fou r  hu man  res ourc e  and  rec ru i t men t  c ons u l t ing  f i rms  in  
Por t  E l i zabe th .  A s e mi - s t ruc tu red  in te rv iew was  us ed :  
The  ques t ions  w i th  ans wers  obta i ned  dur ing  the  in te rv iews  a re  
p res en ted  be lo w.  
2 .9 .1  In ter view s w i th  Ke l ly  group  branch  manager   
An in te r v iew,  as  des c r ibed  above ,  was  c onduc ted  wi th  the  Branc h  
Manager  a t  Ke l l y  Group  and  th is  pe rs on  was  a  s enio r  manager  fo r  
the  Eas te rn  Cape  Branc h .  
The  fo l lo win g  ques t ions  were  as ke d  and  the  s ubs equen t  ans wers  
were  ob ta ined :  
Ques t ion  1 :  In  your  op in i on ,  wha t  i s  the  p ro f i le  o f  a  kno wled ge  
worker  in  te r ms  o f  K e l l y  Group?  
Ans wer :  Adap tab le  to  c hange ,  good  c o mmun ic a t ion  s ki l l s ,  
e mpath y ,  good  ad mi n is t r a t ion  s k i l l s  and  wi th  h igh energ y lev e ls . 
Ques t ion  2 :  W hat  a re  the bes t  mana ge ment  p rac t ic es  fo r  us ing  the 
op t i ma l  po ten t ia l  o f  kno w ledge workers ? 
Ans wer :  Se t t ing  o f  c lea r  goa ls  and  ins pec t  wha t  t he y ex pec t .  
Fu r the r more ,  inc en t iv es  fo r  exc ep t iona l  pe r fo rmanc e .  
Ques t ion  3 :  Ho w d o  you  re ta in  kno w ledge  wor kers  a t  Kel l y  G roup?  
Ans wer :  Kno wledge  workers  a re  rec ogn is ed  wi th in  the  c o mpan y 
and  g roup .  The  c o mpan y p ro v ides  a v a r ie ty o f  g rowth  
oppor tun i t ies ,  t r a in ing ,  f inanc ia l  inc en t iv es  and  ov ers eas  t r ips .   
Ques t ion  4 :  Ho w do  you  keep  your  kno wledge  workers  mot iv a ted 
a t  Ke l l y Group?  
Ans wer :  W e keep  th e m mo t iv a ted  by f inanc ia l l y  r e ward ing  the m,  
g iv ing  them t i me  o f f  fo r  good  per fo rmanc e .  Thos e  who  go  the  
ex t ra  mi le  a re  g iv en  mea ls  and  d r in ks  v ouc hers  month l y .  
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Ques t ion  5  (a ) :   Does  Ke l ly  h av e  a s ki l l s  p ro f i le  o f  eac h 
kno w ledge  worker?  
Ans wer :  Yes  
Ques t ion  5  (b ) :  Are  thes e  s ki l l s  p ro f i les  in  l ine  w i th  the  fu tu re  
goa ls  o f  the  Ke l l y  G rou p?  
Ans wer :  Yes  
Ques t ion  6 :  W hat t r a in ing  and  dev e lop ment  oppor tun i t ies  a re 
the re  fo r  kno w ledge  work ers  a t  Ke l l y Group?  
Ans wer :  Cont inuous  job  re la ted  t r a in ing .  The  c o mpan y has  a  
g roup s ki l l s  depar tme nt  in  J ohannes burg  tha t  dea ls  wi th  t ra in ing  
and  dev e lopment o f  kno wledge  wor kers .  The  c ompan y fu r the r  pa ys  
fo r  s tud ies  fo r  kno w ledge  workers .  
Ques t ion  7 :  Is  fo r ma l  c oac h ing  and  men to r ing  p rov ided  to 
kno w ledge  workers ?   
Ans wer :  Yes  
Ques t ion  8 :  Hav e you  had  kno wled ge  workers  leav ing  Ke l l y Group  
due  to lac k o f  oppor tun i t ies  fo r  the m to  u t i l i s e  the i r  ex per t i s e?  
Ans wer :  I  do  no t  kno w 
Ques t ion  9 :  Ho w is  good  per fo rmanc e  o f  kn o wledge  workers  
rec ogn is ed  a t  Ke l ly  G roup ?  
Ans wer :  The  c o mpany p rov ides  f inanc ia l  inc en t iv es  and  pay fo r  
ov ers eas  t r ips  to  top  per fo rmers .  
Ques t ion  10 :  Ho w do  you  as  a  manager  g iv e  per forma nc e  
feedbac k to kno wle dge  workers ?  
Ans wer :  By  keep ing  t rac k  o f  th e i r  ou tpu t  da i l y  and  g iv ing  
c on t inuous  feedbac k.  W e hav e  a ls o  ke y per fo r manc e  a reas  
meet i ng  month l y .  
Ques t ion  11 :  Ho w do  you  e mpo we r  kno wledge  wor kers  a t  Ke l l y  
Group?  
Ans wer :  B y p rov id ing  t r a in ing  and  d e lega t ing  to  the m.  
Ques t ion  12 :  Ex p la in  ho w th e  p roduc t iv i t y o f  kno wled ge  wor kers  is  
meas ured  at  Ke l l y  G roup?  
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Ans wer :  B y s e t t ing  goa ls  fo r  ac t iv i t ies  and  s e t  goa ls  fo r  f inanc ia l  
o r  b i l l i ng  per fo r manc e .  
Ques t ion  13 :  In  wha t  wa ys  a re  kno wledge  wor kers  d i rec t ly  
ex pos ed  to  c us tomers ?  
Ans wer :  The y dea l  wi th  c us tomers  on  a  da i ly  bas is  o r  on  a  
c on t inuous  bas is ,  th rough  c l ien t  v is i t s ,  c al l ing  c l ien ts  and  e ma i l ing  
c us tomers .  
Ques t ion  14 :  Pleas e  ra te  the  fo l lowing  ac t iv i t ies  in  o rder o f  the i r 
e f fec t iv enes s  in  dev e lop ing  e mp lo yees  (1  being  mos t  i mpor tant  
and  6  be ing  leas t  i mp or tan t )  
Ans wer :   
 
Job  ro t a t ion  5  
S t re t ch  ass ign men t s 4  
Coach ing  1  
Men t o r i ng  3  
T ra in ing  and 
deve lopm en t 
2  
 
I t  i s  c lea r  tha t  a t  Ke l l y,  a  kno w le dge  wor ker  was  c ons idered  as  
s omeone  who  b r ings  h is /he r  c ompe tenc ies  to wor k,  s o meone  who  
is  s ki l led ,  s uc h  as  hav ing  good  co mmun ic a t ion  s k i l l s  and  good  
ad min is t ra t ion  s ki l l s .   The y were  a l s o  regarded  as  peop le  who  c an 
add  v a lue  th rough  the i r  adap tab i l i t y to  c hange  and  the y a re  peop le  
w ith  h igh  energ y lev e ls  tha t  a re  wi l l ing  to  ta ke  the  c o mpan y to  the  
h ighes t  lev e l  and ,  th rough  thei r  s ki l l s  and  kno wledge ,  the y c rea te  
c ompet i t i v e  adv an tage  fo r  the  o rgan is a t ion .  
Fur the r more ,  Ke l l y us ed  d i f fe ren t  s t ra teg ies  to  us e  the  fu l l  
po ten t ia l  o f  kno wledge  workers  fo r  the i r  o rgan is a t ion  and  to  
s a t is f y kno wled ge  wor kers  un ique  needs ,  s uc h  as  s e t t ing  c lea r 
goa ls  fo r  kno wledg e  wor kers  and  onc e  thos e goa ls  a re  met the  
c ompan y then  inc en t iv is e  know ledge  wor kers  fo r  the i r  
pe r fo r manc e .  
To  fu r the r  s a t is f y k now ledge  wor kers  un ique  needs ,  they  
rec ogn is ed  good  per fo r manc e  f r o m the i r  kno wledge  workers ;  th is  
i s  done  by p rov id ing  a  v a r ie ty  o f  g ro wth  oppor tun i t ies  fo r  
kno w ledge  wor kers  wi th in  the  g roup .  Ke l ly  a ls o  p rov ided  t ra in ing  
and  dev e lopment  oppor tun i t ies  wi th in  the  c o mpan y fo r  kno wledge  
workers  to  up -s ki l l  t hems e lv es .   
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Fur ther more ,  to  man age  kno wled ge  wor kers  e f f i c ien t l y  Ke l l y  
managers  o f  know ledge  workers  keep  t rac k  o f  work  done  b y  
kno w ledge  workers  and  per for man c e  o r  p roduc t iv i t y feedbac k is  
p rov ided  c on t inuous ly th rough  wee k l y  and  month l y meet ings .   
Kno wle dge  wor kers  a t  Ke l l y  a re  fu l l y   engaged  and  they deal  w i th  
c l ien ts  d i r ec t ly on  a  da i ly bas is ,  th rough  v is i t ing  c l ien ts ,  
iden t i f y ing  c l ien t ’s  needs ,  us ing  the i r  own in i t ia t i v es  to ass is t  
c l ien t ’s  needs ,  ma k ing  s u re  tha t  c l ien ts  a re  p roper ly b i l led  fo r  
work done ,  s e rv ic ing  the i r  own c l ie n ts  and  ma in ta in in g  the i r  o wn  
c l ien ts .  
In  the  dev e lopment o f  kno w ledge  workers  Ke l l y p rov ides  c oac h ing  
and  mento r ing ,  t ra in ing  and  dev elop men t .  Th is  fu r the r  boos ts  
kno w ledge  worker  p roduc t iv i t y and  c on f idenc e  to  the  o rganis a t ion .  
2 .9 .2  In ter v iew s w i th  Ikamva R ecru i tment  and  HR Se r vices  
CEO.  
An in te r v iew,  as  des c r ibed  abov e ,  was  c onduc ted  wi th  the  CEO at  
I ka mv a Rec ru i t men t  and  HR Serv ic es .  
The  fo l lo win g  ques t ions  were  as ke d  and  the  s ubs equen t  ans wers  
were  ob ta ined :  
Ques t ion  1 :  In  your  op in i on ,  wha t  i s  the  p ro f i le  o f  a  kno wled ge  
worker  in  te r ms  o f  I ka mv a Rec ru i t men t  and HR Serv ic es ? 
Ans wer :  The  s ki l led  pers onne l  wi th in  ou r  bus ines s .  Thos e  who  
ho ld  ke y and  c r i t i c a l  pos i t ions  wi th in  ou r  bus iness  and  las t ly,  
thos e  who  add  v a lue  to  thos e ke y  p os i t ions .  
Ques t ion  2 :  W hat  a re  the bes t  mana ge ment  p rac t ic es  fo r  us ing  the 
op t i ma l  po ten t ia l  o f  kno w ledge workers ? 
Ans wer :  J ob  p ro f i les  a re  us ed  and  a ls o  a  per fo rmanc e  
manage ment  s ys te m is  in  p lac e  to  meas ure  ke y foc us  a reas .  
Ques t ion  3 :  Ho w do  you  re ta in  kno wledge  workers  a t  I ka mv a 
Rec ru i t men t  and  HR Serv ic es ? 
Ans wer :  The  c o mpan y prov ides  c areer  p rogres s ion  oppor tun i t ies .  
The  c o mpan y a ls o  s k i l l s  the i r  kno w ledge  workers  and  they a ls o  
p rov ide  inc en t iv es  fo r  s uc h  s ta f f .  
Ques t ion  4 :  Ho w do  you  keep  your  kno wledge  workers  mot iv a ted 
a t  Ik amv a Rec ru i tmen t  and  HR  Serv ic es ? 
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Ans wer :  I t  s ta r t s  wi th  s e l f  mo t iv at ion and  the  c ompa n y a l wa ys  
p rov ides  a c onduc iv e  and  ex c i t ing work ing  env i r onmen t fo r  the  
kno w ledge  wor kers  to s tay .  The  o wner  o f  the  bus ines s  is  a  ro le  
mode l  to  the  kno wledge  wor ker ,  and  th is  keeps  kno w ledge  workers  
mot iv a ted  w i th in  the  bus ines s .  
Ques t ion  5  (a) :   Does  Ika mv a Rec rui t me n t  and  HR Serv ic es  hav e 
a  s ki l l s  p ro f i le  o f  eac h  kno w ledge  w orker?  
Ans wer :  Yes  
Ques t ion  5  (b ) :  Are  thes e  s ki l l s  p ro f i les  in  l ine  w i th  the  fu tu re  
goa ls  o f  the  I ka mv a Rec ru i t men t  an d  HR Serv ic es ? 
Ans wer :  De f in i te l y ,  as  thes e  c on t r ibu te  to  the bo t t o m l ine .  The  
c ompan y rec ru i t s  and  p ro f i les  eac h  and  every pos i t ion  s o 
kno w ledge  workers  kno w ex ac t ly  wh a t  i s  ex pec ted o f  them.  
Ques t ion  6 :  W hat t r a in ing  and  dev e lop ment  oppor tun i t ies  a re 
the re  fo r  kno w ledge  wor kers  a t  I ka mv a Rec ru i t men t  and  HR 
Serv ic es ? 
Ans wer :  The  indus t r y c on t inuous l y  c hanges  and  the  c ompan y too k  
a  s tep  to  p rov ide  c on t inuous  t r a in ing  to  i t s  kno w ledge  wor kers .  
Ev ery kno wledge  wor ker  wi th in  t he  bus iness  is  r eg is te red  to 
s tudy.  The  c o mpa n y a ls o  has  a  s ki l l ed  dev e lopment  fac i l i t a to r  who  
a ls o  ass is ts  kno wledge  wor kers  wi th  the i r  t r a in ing  needs .  
Ques t ion  7 :  Is  fo r ma l  c oac h ing  and  men to r ing  p rov ided  to 
kno w ledge  workers ?   
Ans wer :  No t  fo rma l  mentor ing .  Ho wev er  the  c ompany tak es  new 
in te rns  and  fo rma l  mento r ing  is  on l y  p rov ided  to  the m.  
Ques t ion  8 :  Hav e you  had  kno w l edge  workers  leav ing  I ka mv a 
Rec ru i t men t  and  HR Serv ic es  due to  a  lac k o f  oppor tun i t ies  fo r  
the m to  u t i l i s e  the i r  ex per t i s e?  
Ans wer :  Canno t  s ay  the y leav e bec aus e o f  lac k o f  oppor tun i t ies .  
So me o f  the  kno wledge  workers  l eav e  in  th is  o rgan is a t ion  and 
s ome o f  the m c o me bac k  
Ques t ion  9 :  Ho w is  good  per fo rmanc e  o f  kn o wledge  workers  
rec ogn is ed  a t  I ka mv a Rec ru i t men t  a nd  HR Serv ic es ? 
Ans wer :  The  c o mpan y rec ogn is es  knowledge  wor kers .  I  c a l l  t he m 
in  and  s a y job we l l  done  when th ey  hav e  done  s omet h ing  ex t ra  
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ord inar y.  The  c o mpan y a ls o  inc en t iv is es  kno wledge  wor kers  fo r  
good  per fo r manc e .  
Ques t ion  10 :  Ho w do  you  as  a  manager  g iv e  per forma nc e  
feedbac k to kno wle dge  workers ?  
Ans wer :  The  c o mpan y has  a s tandard  p roc edure  where  we  meet  
on  Monda ys  and  W ednes days .  Th es e  a re  one-on-one  meet ings  
and  in  thes e  me et ings  per fo rmanc e  feedbac k is  g iv en .  
Quar te r l y we  ho ld  g roup  meet ings  to  d is c us s  is s ues per ta in ing  to  
c ha l lenges  and  lac k  o f  t he reo f .  
Ques t ion  11 :  How do  you  e mpo wer  kno w ledge  wor kers  a t  I ka mv a 
Rec ru i t men t  and  HR Serv ic es ? 
Ans wer :  I  t rus t  the m and  g iv e  the m f ree do m to  per fo r m.  The  
c ompan y has  an  open  door  po l i c y .  Kno wledge  workers  a re  g iv en 
f reedo m in  te r ms  of  f lex ib le  hours ,  the y c o me to  work  wha t ev er 
t i me  the y wis h  to  and  leav e  whene ver  they wan t  to  leav e  as  long 
as  they ac h iev e  the i r  ta rge t  s e ts  a t  the  end  o f  the  da y .   
Ques t ion  12 :  Ex p la in  ho w th e  p roduc t iv i t y o f  kno wled ge  wor kers  is  
meas ured  at  I ka mv a Rec ru i t men t  an d  HR Serv ic es ? 
Ans wer :  The  Co mpan y works  wi th  ta rge ts  and  knowledge  workers  
need  to  per fo rm bas ed  on  these  ta rge ts  s e t  as  per  the i r  
e mp lo y ment  c on t rac t .  
Ques t ion  13 :  In  wha t  wa ys  a re  kno wledge  wor kers  d i rec t ly  
ex pos ed  to  c us tomers ?  
Ans wer :  Kno wledge  wor kers  s eek the i r  o wn  c us tomers ,  s e rv ic e 
the m,  c o l lec t  f r o m the m and  bi l l  t he i r  own c us to mers  and  the y  
hav e  to  main ta in  the i r  o wn c us to mer s .  
Ques t ion  14 :  Pleas e  ra te  the  fo l lowing  ac t iv i t ies  in  o rder o f  the i r 
e f fec t iv enes s  in  dev e lop ing  e mp lo yees  (1  being  mos t  i mpor tant  
and  6  be ing  leas t  i mp or tan t )  
Ans wer :   
 
Job  ro t a t ion  2  
S t re t ch  ass ign men t s 1  
Coach ing  2  
Men t o r i ng  2  
T ra in ing  and 1  
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deve lopm en t 
 
I t  i s  c lea r  tha t  a t  Ika mv a Rec ru i t men t  and  Hu man Res ourc es  
Serv ic es ,  a  kno wledge  wor ker  wa s  c ons idered  as  s ki l le d  and  
kno w ledgeab le  ind iv idua l ,  who  us ed the i r  s ki l l s  and  kno wledge  to  
add  v a lue  to  the i r  o rgan is a t ion .  
I ka mv a Rec ru i tme n t  and  Hu man Re s ourc es  Serv ic es  us ed  v ar ious  
s t r ateg ies  and  too ls  to  ens ure  tha t  the y  ge t  the i r  kno wledg e  
workers  to  us e  the i r  fu l l  po ten t ia l  wh i le  the y a re  in  the i r  
e mp lo y ment .  F i r s t l y,  the y us ed  job  p ro f i les  to  ens ure  tha t  
kno w ledge  wor kers  fu l l y  unders to od  wha t  was  ex pec ted  f r om 
the m.  Thes e  job  p ro f i les  s e t  c lea r  gu ide l ines  as  to  the  ke y  
per fo r manc e  a reas .  I ka mv a Rec ru i t men t  and  Hu man Res ourc es  
fu r the r  us ed  per fo rmanc e  manage ment  to  pus h  know ledge  workers  
to  pe r fo rm a t  the i r  u t mos t  bes t .   
I ka mv a Rec ru i t men t  and  Human Res ourc es  Serv ic es  fu r the r 
c omp l i men ted  the i r  s t r a teg y  b y ens ur ing  tha t  the  kno wledge  
workers  who  met  and  ex c eeded  the ir  ex pec ta t ions  in  te rms  o f  the i r 
job  p ro f i le  an d  c o mpan y ex pe c ta t ions  were  c o mpens ated  
adequa te ly .  The y do  th is  b y pa id  inc en t iv es  to  the i r  kno wledge  
workers ,  s uc h  as  c ommis s ion  fo r  meet ing  ta rge ts  and  fu r the r  
inc en t iv es  fo r  ex c eed ing  ta rge ts .  
I ka mv a Rec ru i t men t  and  Hu man Res ourc es  Serv ic es ,  by do ing  
th is ,  wan ted  to  ens ure  tha t  the y  re t a ined  the i r  kno wledge  wor kers .  
Other  s t ra teg ies  to  re ta in  the i r  kno w ledge  wor kers  inc luded  
p rov id ing c a reer  p rogress ion  oppor tuni t ies  and  mu l t i - s ki l l i ng  the i r  
kno w ledge  wor kers  to  ens ure  tha t  the y were  re lev an t  to  the  
indus t ry  and  to  the  bus ines s .  
Fur the r more ,  i t  was  a ls o  c lea r  tha t  I ka mv a Rec rui t men t  and  
Human  Res ourc es  Serv ic es  kep t  the i r  kno wledge  wor kers  engaged  
by g iv ing  regu la r  pe rs ona l  pe r fo r ma nc e  feedbac k.  
Kno wle dge  workers  a t  I ka mv a Rec ru i tmen t  and  Hu man Res ourc es  
Serv ic es  were  e mpo wered  b y ens ur ing  tha t  the y dea l t  wi th  c l ien ts  
d i r ec t ly ,  the y  s e rv ic ed  the i r  own  c l ien ts ,  b i l le d  the i r  o wn c l ien ts  
and  us ed  the i r  own s ki l l s  to  ma in ta i n  the ir  o wn c l ien ts .  
2 .9 .3  Interview s w i th  Themba Kunye Recru itment  Se r vices  
CEO.  
An in te r v iew,  as  des c r ibed  abov e ,  was  c onduc ted  wi th  the  CEO at  
The mba Kun ye  Rec ru i t men t  Serv ic es .  
50 
 
The fo l lo win g  ques t ions  were  as ke d  and  the  s ubs equen t  ans wers  
were  ob ta ined :  
Ques t ion  1 :  In  your  op in i on ,  wha t  i s  the  p ro f i le  o f  a  kno wled ge  
worker  in  te r ms  o f  The mba Kun ye  R ec ru i t men t  Serv ic es ? 
Ans wer :  Ke y peop le  in  ou r  o rgan is a t ion  who  d r iv e  the  v is ion  o f  the  
o rganis a t ion  fo r ward .  Thes e  a re  ta len ted  peop le  in  ou r  bus ines s ,  
s uc h  as  payro l l  s pec ia l i s t  c ons u l tan ts .  Thes e  a re  peop le  w i th  good  
work ing  s k i l l s ,  who  a re  ta rge t  d r iv en  and  hav e good  in te rpers ona l  
s ki l l s .  
Ques t ion  2 :  W hat  a re  the bes t  mana ge ment  p rac t ic es  fo r  us ing  the 
op t i ma l  po ten t ia l  o f  kno w ledge workers ? 
Ans wer :  W e p rov ide  good  leaders hip ,  manage ment  and  c oac h ing  
to  the m.  Kno wledge  workers  a re  made  to  be  par t  o f  the  p lann ing  
and  o rgan is ing  tea m in  the  o rgan is a t ion .   
Ques t ion  3 :  How do  you  re ta in  know ledge  workers  a t  The mb a 
Kun ye  Rec ru i tmen t  Serv ic es ? 
Ans wer :  Th e  c o mpany  f ind  i t  d i f f i c u l t  t o  re ta in  kno wledge  workers  
as  we  are  a  s ma l l  c o mpan y.  W e loo k a t  ho w we c an  ma ke  
kno w ledge  workers  o wn  th in gs  wi th in  the  o rgan is a t ion ,  s uc h  as  
s ometh ing  tha t  the y c an o wn up  to  fo r  ex amp le  s ometh ing  tha t  c an  
be  thei r  b ra in  c h i ld .  
Ques t ion  4 :  Ho w do  you  keep  your  kno wledge  workers  mot iv a ted 
a t  The mba Kun ye  Rec ru i tment  S erv ic es ? 
Ans wer :  Kno w ledge  wor kers  ge t  mot iv a ted  by us  as  leaders .  W e 
ign i te  know ledge  workers  fo r  the i r  j obs .  W e a lways  ma ke  s u re  that  
kno w ledge  wor kers  a re  fu l l y u t i l i s ed ,  s uc h  as  they us e  the i r  s ki l l s  
fu l l y,  ma king  s u re  the y  do  wha t  the y a re  pas s iona te  abou t .  
A l lo wing  the m to  be  f lex ib le  b y do in g  the i r  own th ing .  
Ques t ion  5  (a ) :   Does  The mba  Kun ye  Rec ru i t men t  S erv ic es  hav e  a  
s ki l l s  p ro f i le  o f  eac h  know ledge  worker?  
Ans wer :  No .  W e do no t  hav e  tha t  fo r ma l l y bec aus e  we  a re  a  s ma l l  
c ompan y.  W e p rov ide  more  c ouns e l l ing  to  ou r  kno wledge  wor kers .  
Ques t ion  5  (b ) :  Are  the  s ki l l s  p ro f i l e  in  l ine  wi th  the  fu tu re  goa ls  
o f  the  The mba Kun ye  Rec ru i t men t  Serv ic es ? 
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Ans wer :  W e t ry e mp lo y ing  en tr y pe rs onne l  in  ou r  o rgan is a t ion  who  
c an  g row to  be kno wl edge  wor kers  and  thes e  peop le  w i l l  then  
meet  tha t  p ro f i le .  
Ques t ion  6 :  W hat t r a in ing  and  dev e lop ment  oppor tun i t ies  a re 
the re  fo r  kno wl edge  wor kers  a t  The mba Kunye  Rec ru i tment  
Serv ic es ? 
Ans wer :  Our  knowl edge  wor kers ,  s uc h as  payro l l  s pec ia l i s t ,  we  
take  t he m f o r  t r a in ing  p rogra mmes ,  s eminars  and  wor ks hops  s o 
they c ou ld  unders tand  ne w leg is la t ion  per ta in ing  to  the i r  a rea  of  
work .  W e a ls o  us e  Serv ic e  Se ta  a cc red i ted  t r a in in g  p rogra ms  to  
wh ic h we  s end our  kno wl edge  wor ke rs . 
Ques t ion  7 :  Is  fo r ma l  c oac h ing  and  men to r ing  p rov ided  to 
kno w ledge  workers ?   
Ans wer :  W e us e  in fo rma l  c oac h ing and  mento r ing .  Th is  i s  when  
and  where  i t  i s  needed .  
W e a re  engaging  in to  dev is ing  more  fo r ma l  c oac h ing  and  
mento r in g  as  we  a re  ta k ing  ne w le a rners  s o  they c an  unders tand  
wha t  i s  ex ac t ly ex pec ted  o f  the m.  
Ques t ion  8 :  Hav e  you  had  kno wl edge  workers  leav ing  The mba  
Kun ye  Rec ru i t men t  Serv ic es  due  to lac k o f  oppor tun i t ies  fo r  the m 
to  u t i l i s e  the i r  ex per t i s e?  
Ans wer :  Yes ,  qu i te  a  fe w  and  th is  i s  bec aus e  o f  lac k o f  fu r the r  
oppor tun i t ies .  The  c on t r ibu t i ng  fac to r  as  we l l  i s  lac k of  
c ompet i t i v e  s a la ry.  
Ques t ion  9 :  Ho w is  good  per fo rmanc e  o f  kn o wledge  workers  
rec ogn is ed  a t  The mba  Kun ye  Rec ru i t men t  Serv ic es ? 
Ans wer :  Rec ogn i t ion  and  s pec ia l  in c en t iv es .  “W e don ’ t  hav e  muc h  
be t te r  wa ys  fo r  kno wledge  wor kers  tha t  fa r  ex c eeds  the i r  ta rge ts . ”  
Ques t ion  10 :  Ho w do  you  as  a  manager  g iv e  per fo rma nc e  
feedbac k to kno wle dge  workers ?  
Ans wer :  W e a lwa ys  hav e a  one-on-one  s es s ion  wi th  kno w ledge  
workers  where  I  g iv e  feedbac k abo u t  the i r  pe r fo r manc e .  W e hav e 
a  f rank d is c us s ion ,  everyth ing  i s  d isc us s ed and  kno wledge  
workers  a ls o  s hare  wha t  the i r  f rus t ra t ions  a re  s o  we  c an  s ee  how 
c an  we  i mprov e .  Th is  i s  us ed  fo r  feedbac k fo r  bo th  the  c o mpan y 
and  the  kno w ledge  worker .  
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Ques t ion  11 :  Ho w do  you  e mpo wer  kno wledge  wor kers  a t  The mba  
Kun ye  Rec ru i tmen t  Serv ic es ? 
Ans wer :  As  s o meone  who  deals  wi th  the m on  a  da y- to-da y  bas is ,  I  
a l wa ys  t r y  to  be  s tep  ahead  o f  the m as  th is  e mpo wers  the m.  As  
the i r  man ager ,  I  need  to  e mpo we r  mys el f  in  te rms  o f  kno wing  
more  abo u t  the  indus t r y and  s hare  tha t  kno wledge  wi th  the m.  The  
c ompan y has  an  open  s pac e  where  we  s hare  in fo r mat ion  an d  b y  
do ing  th is ,  kno w ledge  workers  ge t  empo wered  and  kno wledgeab le .  
Ques t ion  12 :  Ex p la in  ho w th e  p roduc t iv i t y o f  kno wled ge  wor kers  is  
meas ured  at  The mba Kun ye  Rec ru i t men t  Serv ic es ? 
Ans wer :  Ou tpu t  i s  meas ured on  t a rge ts ,  meas ured  in  te rms  o f  
c us tomer  re la t ions ,  meas ured  in  te rms  o f  r ev enue  per  month .  W e 
meas ure  per fo rmanc e  b y a ls o  mo n i to r ing  the  number  o f  phone  
c a l l s  f r om c us to mers  c omp la in ing  abou t  ou r  s e rv ic e  f r om our  
kno w ledge  wor kers .  Cus to mers  ta l k  about  c on t rac t  s ta f f  as s igned  
as  to  whe ther  the y  a re p rov ided wi th  p ro tec t iv e  c lo th ing fo r  
ex amp le .   
Pa yro l l  i s  a ls o  an  is s ue  o f  deadl ine ,  pa y ing  o f f  o f  c red i to rs ,  
r e leas ing o f  s a la r ies .  W e look a t  whe ther  ou r  kno wledge  workers  
meet  thes e  reques ts  on  a  regu la r  bas is .  
Ques t ion  13 :  In  wha t  wa ys  a re  kno wledge  wor kers  d i rec t ly  
ex pos ed  to  c us tomers ?  
Ans wer :  Kno wledge  workers  dea l wi th  c us tomers  f ro m ge t t ing  
bus iness  f ro m c us tomers ,  to  ma in ta in ing  c us to mers .  Cus to mers  
a re  f r ee  to  in te rac t  wi th  s ta f f  a t  an y  lev e l .  
Ques t ion  14 :  Pleas e  ra te  the  fo l lowing  ac t iv i t ies  in  o rder o f  the i r 
e f fec t iv enes s  in  dev e lop ing  e mp lo yees  (1  being  mos t  i mpor tant  
and  6  be ing  leas t  i mp or tan t )  
Ans wer :   
 
Job  ro t a t ion  1  
S t re t ch  ass ign men t s 4  
Coach ing  5  
Men t o r i ng  5  
T ra in ing  and 
deve lopm en t 
4  
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I t  i s  c lea r  he re  f ro m the  in te r v iew wi th  The mba Kun ye ,  C EO o f  tha t  
ac c ord ing  to  the i r  p ro f i le ,  kno w ledge  wor kers  were  thos e  
e mp lo yees  who  he ld  s pec ia l  s k i l l s  and  ex per t i s e  a t  The mba  
Kun ye .  Fur the rmore ,  ac c ord ing to  The mba Kun ye ,  kno wledge  
workers  were  c ons idered  as  those  wor kers  who  were  v a luab le  
as s e ts  to the i r  bus ines s ,  thos e who  d rov e the  c ompa n y v is ion  and 
he lped  the  c o mpan y ga in  a  c ompet i t i v e  advan tage.  
Ac c ord ing  to  The mba Kun ye ,  kno wl edge  wor kers  p la yed  a  c ruc ia l  
r o le  in  the  s ucc ess  o f  the i r  bus iness  and they  were  made  to  be  
par t  o f  the  p la nn ing  and  o rgan is ing  tea m in  the  o rgan is a t ion .  
To  ex p lo i t  the  fu l l  po ten t ia l  o f  th e  kno wledge  wor kers ,  The mba  
Kun ye  inv o lv ed  them to  be  par t  o f  p lann ing  and  o rgan is ing  them in  
to  tea ms .  Fur the rmore ,  in fo r ma l  c oac h ing  and  mento r in g  were  
p rov ided  to  kno wledge  wor kers  to  s ee  the m ma ture  and  gro w.  
The mba Kun ye  rea l is ed  tha t  kno wledge  wor kers  v a lued  c lose 
c on tac t  wi th  c us to mers  o r  c l ien ts .  There fo re ,  kno wle dge  work ers  
a t  The mba Ku n ye  dea l t  wi th  c us to mers  s uc h  as  f rom ge t t in g  
bus iness  f ro m c us tomers ,  to  ma in ta in ing  c us to mers .  Cus to mers  
were  f r ee  to  in terac t  wi th  s ta f f  a t  any  lev e l  and  a t  an y g iv en  t i me  
w ithou t  hav ing  to  c ons u l t  wi th  mana gement.  
The mba Kun ye  a ls o  rea l i s ed  tha t  one  o f  the  mos t  i mpor tant  
e le men ts  in  the  l i fe  o f  kno w ledge  workers  was  pers ona l  g rowth  
and  dev elop ment .  The y,  the re fo re ,  s en t  the i r  s pec ia l i s t  kno wledge  
workers  to  t r a in ing  p rogra mmes , s eminars  and  works hops  s o  tha t  
they c ou ld  unders tand  ne w leg is la t ion  per ta in ing  to  the i r  a rea  of  
work .  The y a ls o  us ed  s e rv ic es  o f  SETA ac c red i ted  t ra in ing  
p rogra mmes .   
F ina l l y,  Th e mb a K un ye  fu r th e r  r ea l i s ed  tha t  i t ’s  no t  on l y  about  
dev e lop ing  kno wledge  workers ,  engag ing  kno wledge  wor kers  bu t  
they  wen t  fu r the r  than  tha t  to  ma ke  s u re  they re ta ined  kno wledge  
workers  though  they were  a  s ma l l  c ompan y wi th  f e w res ourc es  to  
do  s o .  The y inc en t iv is ed  kno wledg e  workers  who  ac h iev ed  the i r  
pe r fo r manc e  p lan .  
2 .9 .4  In ter view s w i th  Khu lisa  Connect ion Recrui tment  and  HR 
Serv ices  HR Manager.  
An in te r v iew,  as  des c r ibed  abov e ,  was  c onduc ted  wi th  the  HR 
Manager  a t  Khu l is a Connec t ion .  
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The fo l lo win g  ques t ions  were  as ke d  and  the  s ubs equen t  ans wers  
were  ob ta ined :  
Ques t ion  1 :  In  your  op in i on ,  wha t  i s  the  p ro f i le  o f  a  kno wled ge  
worker  in  te rms  o f  Khu l is a  Con nec t ion  Rec ru i tmen t  and  H R 
Serv ic es ? 
Ans wer :  Kno w ledge  workers  a re  key ta len t  wi th in  ou r  bus ines s .  
The y s pec ia l i s e  in  the i r  own d is c ip l ines .  They wor k uns uperv is ed 
bu t  de l i v e r  on  ex pec ta t ions  and  do  the i r  job  we l l .  Kno wledge  
workers  a re  p ro fes s iona ls  in  the i r  own d is c ip l ines  and  us e the i r  
kno w ledge  and  s ki l l s  to  c a r ry  the i r  res pons ib i l i t ies  and  the  v is ion  
o f  the  o rgan is a t ion .  
Ques t ion  2 :  W hat  a re  the bes t  mana ge ment  p rac t ic es  fo r  us ing  the 
op t i ma l  po ten t ia l  o f  kno w ledge workers ? 
Ans wer :  Prov id ing  kno wledge  wor k ers  wi th  oppor tun i t i es  to  us e 
the i r  ta len t  to  the i r  fu l les t .  Supp or t  the m when  purs u ing  the i r  
endeav ours  wi th  the o rgan is a t ion  and  s how in teres t  in  the c areer 
g rowt h .  Prov ide  the m wi th  ex c i t ing  c ha l lenges  and  tas ks  s o  they  
c ou ld  g row in the i r  c a reers .  A l lo w t hem to  manage  the ms e lv es  and 
jus t  p rov ide  leaders h ip .  
Ques t ion  3 :  How do  you  re ta in  knowledge  wor kers  a t  Khu l is a  
Connec t ion  Rec ru i t men t  and  HR Ser v ic es ? 
Ans wer :  Pa y the m fo r  wha t  the y de s erve  and  be  f lex ib le  in  te rms  
o f  s t r uc tur ing  the i r  s a la r ies .  W e p rov ide  them wi th  s hare  op t ions  
s o  they c an  s ee  the y a re  v a lued  by the  o rgan is a t ion .  
W e t rea t  the m wi th  r es pec t  and  in teg r i t y and  we  hav e  an  open  
door  po l i c y where  the i r  v oic es  a re  heard  and  the i r  ideas  a re  
i mp le mented  i f  t h e y a re  in  l ine  w i th  the  v is ion  and  s e rv e  any  
purpos e  in  ou r  c omp any.  
Ques t ion  4 :  Ho w do  you  keep  your  kno wledge  workers  mot iv a ted 
a t  Khu l is a  Connec t ion  Rec ru i t men t  and  HR Serv ic es ? 
Ans wer :  By a l wa ys  p rov id ing  c ha l leng ing  work as s ign ments  and  
they  a re  t r ea ted  as  bus ines s  par tne rs .  W e a l low them to  work  
f lex ib le  wor k  hours  as  long  as  th ey  ac h iev e  the i r  ta rge ts  and  
manda tes .  
Ques t ion  5  (a) :   Does  Khu l is a  Co nnec t ion  Rec ru i t men t  and  HR 
Serv ic es  have  a  s ki l l s  p rof i le  o f  eac h  kn o wledge  worker?  
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Ans wer :  Yes  
Ques t ion  5  (b ) :  Is  the  s k i l l s  pro f i le  in  l ine  w i th  th e  fu tu re  goa ls  o f  
the  Khu l is a  Connec t ion  Rec ru i t men t  and  HR Serv ic es ? 
Ans wer :  Yes ,  when  we  c rea te  a  pos i t ion ,  tha t  pos i t ion  wi l l  hav e  a 
fu l l  s ki l l  p ro f i l e  fo r  tha t  s pec i f i c  pos i t ion .  Th is  then  he lp  to  keep  
t rac k  o f  a l l  s k i l l s  o f  ou r  kno wle dge  wor kers .  
Ques t ion  6 :  W hat t r a in ing  and  dev e lop ment  oppor tun i t ies  a re 
the re  fo r  kno wledge  workers  a t  Khu l is a  Connec t ion Rec ru i tment  
and  HR Serv ic es ? 
Ans wer :  W e s end  kno wledge  work ers  to  s hor t  t r a in ing  c ours es ,  
s eminars  and works hops  p rov ided  by our  t ra in ing  par tne rs  tha t  a re  
in  l ine  wi th  eac h  and  ev ery  kno wle dge  wor kers  l ine  o f  work.  The  
purpos e  is  to  keep  the m up  to  da te  wi th  new dev e lopments  in  the i r  
l ine  o f  ex per t i s e  and  d is c ip l ines .  So me o f  the  t r a in ing  is  p rov ided  
w ith  AP SO wh ic h  is  the  as s oc ia t ion  and s o me o f  the  t ra in ing  is  
p rov ided  by Serv ic es  SETA and  l as t ly b y our  t r a in ing  par tne r  
LabourNet .  
Ques t ion  7 :  Is  fo r ma l  c oac h ing  and  men to r ing  p rov ided  to 
kno w ledge  workers ?   
Ans wer :  Yes ,  t he  fo r ma l  t r a in ing  a n d  c oac h ing  is  prov ided  to  ne w 
rec ru i t s .  W i th  regards  to  ex is t ing  kno wledge  wor kers ,  in fo rma l  
c oac h ing  and  me nto r ing  is  us ed .  
Ques t ion  8 :  Hav e  you  had  kno wled ge  o f  workers  leav ing  Khu l is a  
Connec t ion  Rec ru i tmen t  and  HR Serv ic es  due  to  lac k of  
oppor tun i t ies  fo r  the m to  u t i l i s e  the i r  ex per t i s e? 
Ans wer :  Yes ,  bu t  no t  a  lo t ,  I  wou ld  s ay  one  in  f i f t y .  
Ques t ion  9 :  Ho w is  good  per fo rmanc e  o f  kn o wledge  workers  
rec ogn is ed  a t  Khul is a Connec t ion  R ec ru i t men t  and  HR Serv ic es ? 
Ans wer :  Appra is ing  thos e who  ac h iev e  exc ep t iona l  res u l t s .  Thos e 
who meet  be lo w s tandard  a re  then  c oac hed  and mento red  to  do  
be t te r .   W e a lwa ys  rec ogn is e  top  ac h iev ers  by inc en t iv is ing them.  
Ques t ion  10 :  Ho w do  you  as  a  manager  g iv e  per forma nc e  
feedbac k to kno wle dge  workers ?  
Ans wer :  B y hav ing  wee kl y  and  month l y pe r fo r manc e  feedbac k.  
Th is  i s  done  wi th  the  kno wledge  wor ker  and  the  l ine  manager ,  
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where  per fo rmanc e  gaps  a re  d isc uss ed and  rec ommendat ions  
made .  
Ques t ion  11 :  How do  you e mp o wer  know ledge  workers  a t  Khu l is a  
Connec t ion  Rec ru i t men t  and  HR Ser v ic es ? 
Ans wer :  By  g iv ing  the m freedo m a nd  res ourc es  to  ac h ieve  the i r  
s e t  ta rge ts .  Prov id ing  c a reer  g rowth  oppor tun i t ies .  
Ques t ion  12 :  Ex p la in  ho w th e  p roduc t iv i t y o f  kno wled ge  wor kers  is  
meas ured  at  Khu l is a  Connec t ion Re c ru i t men t  and  HR Serv ic es ?  
Ans wer :  B y mee t ing  o r  ac h iev ing  the i r  s e t  ta rge ts .  
Ques t ion  13 :  In  wha t  wa ys  a re  kno wledge  wor kers  d i rec t ly  
ex pos ed  to  c us tomers ?  
Ans wer :  Know ledge  wor kers  s ourc e the i r  o wn  c us tomers ,  s e rv ic e 
the i r  o wn c us to mers  and  ma in ta in  th e i r  o wn c us to mers .  
Ques t ion  14 :  Pleas e  ra te  the  fo l lowing  ac t iv i t ies  in  o rder o f  the i r 
e f fec t iv enes s  in  dev e lop ing  e mp lo yees  (1  being  mos t  i mpor tant  
and  6  be ing  leas t  i mp or tan t )  
Ans wer :   
 
Job  ro t a t ion  2  
S t re t ch  ass ign men t s 5  
Coach ing  3  
Men t o r i ng  3  
T ra in ing  and 
deve lopm en t 
5  
 
I t  i s  c lea r  f ro m the  feedbac k of  the  in te r v iew wi th  Khu l is a  
Connec t ion  tha t  they c ons idered  kno wledge  workers  as  key  
e mp lo yees  w i th in  the i r  bus ines s .  Thes e  peop le  were  s pec ia l i s t s  
and  they wor ked  uns uperv is ed  but  de l i v e red  on  ex pec ta t ions  o f  
the i r  job  and  us ed  the i r  kno w led ge  and  s k i l l s  to  c a r ry  the i r  
r es pons ib i l i t ies  and  the  v is ion  o f  the  o rgan is a t ion .  
 
To  ens ure  that  kno w ledge  wor ke rs  were  re ta ined  w i th in  the  
bus iness  Khu l is a  Connec t ion  ens ured  tha t  the y  e mpo wered  th e i r  
kno w ledge  wor kers  by  s end ing  the m to  s e minars  and  wor ks hops  
p rov ided  b y v a r ious  t r a in ing  p ar tne rs  and  thes e  t ra in ing  
in te rv en t ions  were  des igned  to  be  in  l ine  wi th  eac h  and  ev ery 
kno w ledge  worker ’s  l ine  o f  r es pons ib i l i t y .  
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Fu r the r more ,  to  ge t  fu l l  po ten t ia l  o f  kn o wledge  wor kers  Khu l is a  
Connec t ion  us ed  v a r ious  s t ra teg ies  s uc h  as  a l lowing  kno wledge  
workers  to  p lan  the i r  work and  i mp lement the i r  p lans  in  
ac c ordanc e  to  ag reed  per fo r manc e  meas ures  and  thes e  the y  
d is c uss ed  wi th  the i r  i mmed ia t e manager  and  s igned  a  
per fo r manc e  agree ment  to  mon i to r  ac h iev ement .  
 
Fu r the r  s t r a teg ies  us ed  by Khu l is a  Connec t ion  to  ge t  fu l l  po ten t ia l  
o f  kno w ledge  workers  were  t h rou gh  g iv ing  kno wledge  workers  
f lex ib le  t i me  and  inc en t iv es  fo r  good  per fo r manc e  and  ap pra is ing  
uns a t is fac tor y per fo rmanc e .  Feedb ac k was  regu la r l y  p rov ided  to  
kno w ledge  wor kers  to  ens ure  they kne w i f  gaps  ex is ted  in  the i r  
pe r fo r manc e .  
 
 2 .10 .  CONCLUSIO N 
 
Th is  c hap te r  p rov ided  a  theore t ic a l  ov erv iew o f  kno wledge  
workers  s uc h  as  de f in ing  kno wledge  wor kers ,  loo k ing  a t  s t r ateg ies  
tha t  c an  be  us ed  by o rgan is a t ion s  to  ge t  op t i ma l  po ten t ia l  of  
kno w ledge  wor kers  and  s t r a teg ies  tha t  o rgan is a t ions  c an  us e  to 
mot iv a te  and  re ta in  kno w ledge  workers .  
Res u lt s  f rom in te rv iews  wi th  d i f f e ren t  managers  o f  kno wledge  
workers  f r o m the  fou r  c o mpan ies  s a mp led  in  P or t  El i zabe th  were  
a ls o  p res en ted  in  th is  c hap te r .  The  res u l t s  f r om the  in te r v iews  
s ugges ted  tha t  the  fou r  o rgan is at ions  s amp led  had  d i f fe ren t  v iews  
as  to  how the y  de f ine  kno wled g e  work ers  acc ord ing  to the i r  
d i f f e ren t  pe rs pec t iv es .   
Fu r the r more ,  the  res u l t s  f r om t he  in te rv iews  s howed s o me 
c ommon  p rac t ic es  us ed  by the  v a r ious  o rgan is a t ions  in  manag ing  
the i r  kno wledge  wor kers ,  in  r eward ing the m and  in  t ra in in g  the m.  
Th is  c ou ld be  bec aus e thes e o rganis a t ions  fo l lowe d  the  s ame  
indus t ry  no r ms ,  s tandards  and  p rac t ic es .  
The  f o l lo wing  c hap te r  p rov ides  a  th eore t ic a l  ov erv iew o f  r es earc h 
methodo log y and  the  t ype  of  res earc h  methodo lo g y us ed  fo r  th is  
s tudy.  
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CHAPT ER T HREE 
RESE ARC H MET HODOLOG Y 
3 .1 .  I NTROD UCTION 
The ob jec t iv e  o f  th is  c hap te r  i s  to  des c r ibe  the  res earc h 
methodo log y tha t  was  us ed  dur i ng  th is  s tud y.  Th is  c hap te r  
foc us es  on  p ro fess iona l  res earc h  and  des ign ,  the  popu la t ion ,  the  
ques t ionna i re ,  s u rv ey  and  s u rv ey re s pons e  ra te . 
The  e mp i r ic a l  r es earc h  o f  th is  s tudy  c ons is ted  o f  a  s u rv ey,  in  
wh ic h a  ques t ionna i re  was  us ed  as  a  da ta  ga ther ing  too l .  The  
dev e lop ment  of  the  ques t ionna i re  was  us ed to  de te rmine  too ls  and  
s t r ateg ies  managers  us e  to  mana ge  kno w ledge  workers  fo r  the  
op t i ma l  bene f i t  o f  the  o rgan is a t i on  a t  the  fou r  s e lec ted  Por t  
E l i zabe th  bas ed  rec ru i t men t  and  hu man res ourc es  f i rms .   
3 .2 .  RES E AR CH DESIGN 
Pr io r  to  d es c r ib ing  the  res earc h  me thodo log y us ed  fo r  th is  s tudy,  
i t  i s  nec es s ary to  c ons ider  the  fo l lo w ing  ques t ion :  
W hat  i s  r es earc h? 
Lanc as te r  ( 2005 ,  p .20)  ment ion  t hat  r es earc h  p rov ides  a  ke y bas is  
fo r  dev e lop ing  kno wledge  and  i t  i s  us ed  as  a  wa y o f  he lp ing  to  
de f ine  and re f ine  kno wle dge  in  d i f fe ren t  s ub jec t  a reas .  Sa lk ind  
(2000,  p .3 )  ag rees  w i th  Lanc as te r ’s  de f in i t ion  b y  fu r the r  ind ic a t ing  
tha t  r es earc h  is  a  p roc ess  where  ne w kno wledge  is  d is c ov ered .  
Col l i s  and  Hus s ey (2009 ,  p.3 )  s ta te d  tha t  r es earc h : 
§  i s  a  p roc es s  o f  enqu i ry and  inv es t iga t ion ;  
§  i s  s ys te mat ic  and  methodo lo g ic a l ;  a nd  
§  inc reas es  kno wled ge .  
A  fu r the r  d is t inc t ion  tha t  needs  to  be  no ted  in  ans wer ing  the  
res earc h  ques t ion  is  the  d is t inc t ion  be tween  res earc h  
methodo log y and  res earc h des ign  as  thes e  two  c an  b r ing 
c on fus ion .   
Research  methodo logy :  Br ynard  and  Haneko m (2006 ,  p .6 )  
ment i oned  tha t  the  res earc her  in  r es earc h  methodo log y des c r ibes  
whe ther  qua l i t a t i v e  o r  quan t i tat i v e  methods  o f  da ta  c o l lec t ion  a re  
to  be  us ed .  Fur the rmore ,  i t  s hou ld  s ta te the  tec hn ique  fo r  the  da ta  
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c o l lec t ion  and  the i r  meas ure me nts .  Th is  s ec t ion  p res en ts  
s t r ateg ies  tha t  a re fo l lo wed  dur in g the  res earc h ,  fo r  ex amp le,  
whe ther  the  ques t ionna i re  wi l l  be  c ons t ruc ted  f i rs t ,  t hen  the  data  
w i l l  be  ana l ys ed ,  fo l lo wed  by  the  wr i t ing  o f  the  re lev an t  c hap te r .  
Col l i ns  and  Huss ey (2009 ,  p .11)  ag reed  wi th  Brynard  b y fu r the r  
ex p lo r ing tha t  r es earc h  methodo lo gy s hou ld  h igh l i gh t  the  en t i re  
p roc ess  o f  the  res earc h  s tudy.  
Research  des ign :  Co l l ins  and Hus s ey (2009 ,  p .11)  ment ion  tha t  
r es earc h  des ign  is  the  s ta r t ing po in t ,  where  the  res earc her  needs 
to  de te r mine  the  res earc h parad ig m.  In  the  res earc h parad igm the  
res earc her  g iv es  a f r ame wor k tha t  g u ides  how the  res earc h  wi l l  be  
c onduc ted .  Bles s  and H igs on-S mi th  (1995 ,  p .63)  de f ine  res earc h 
des ign  as  the  p lann ing  o f  any s c ien t i f i c  res earc h  f r om the  f i r s t  to  
the  las t  s tep .  The  res earc her  in  r es earc h  des ign  d ra f t s  a 
p rogra mme tha t  gu ides  the  res earc her  in  c o l lec t ing ,  ana lys ing  and  
in te rp re t ing  the  obs erv ed  fac ts .  
The  res earc h  des ign  u t i l i s ed  fo r  th is  s tudy  emerged  f ro m 
iden t i f y ing  the  main  p rob le m and  s ub-p rob le ms ,  and  the  
ob jec t iv es .   
The  ma in  ob jec t iv e  o f  th is  s tudy wa s :   
T o  iden t i f y  s t ra teg ies  for  manag i ng know ledge w orkers  fo r  the  
op t imal  benef i t  o f  an  organisat ion 
An ana l ys is  o f  the  ma in  p rob le m res u l ted  in  the  iden t i f i c a t ion  of  
fou r  s ub  p roble ms .   
Sub-prob lem one:  
W hat  is  a  kno wledge  wor ker?  W hat  a re the  c harac te r is t ic s  and 
ex pec ta t ions  o f  know ledge  workers  and  wha t  r o le  do  the y p la y in  
the  s ucc es s  o f  an  o rgan is a t ion?   
Sub-prob lem tw o:  
W hat  is  a  kno w ledge  wor ker  as  de f ined  b y  fou r  hu man res ourc e  
and  rec ru i tmen t  c o mpan ies  i n  Por t  El i zabe th  and  wha t  s t r ateg ies  
a re  us ed  a t  thes e  c ompan ies  to  man age  knowled ge  wor kers ?  
Sub-prob lem th ree:  
W hat  bes t  p rac t ic e  manage ment  s t r a teg ies  c ou ld  o rgan is a t ions  
u t i l i s e  to  ex p lo i t  t he fu l l  po ten t i a l  o f  kno w ledge  wor kers  and  
s a t is f y the i r  un ique  needs  and  ex pec ta t ions ?   
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Sub-prob lem four :  
To wha t  ex tent ,  bas ed  on  the  perc ep t ions  o f  kno wledge  wor kers ,  
a re  thes e  bes t  p rac t ic e  manage men t s t r a teg ies  u t i l i s ed  by the  fou r  
hu man res ourc es  and  rec ru i tmen t  c o mpani es  in  Por t  El i zabe th?   
In  o rder  to  r es o lv e  s ub-p rob lem one  to  fou r ,  a  theore t ic a l  s tudy  
was  c onduc ted  and  pres en ted  in  Chap te r  two .  To  s upp le ment  the  
theore t ic a l  s tudy in te r v iews  were  c o nduc ted  wi th  fou r  managers  in  
the  hu man res ourc e  and  rec ru i tmen t  o rgan is a t ions  where  the  
e mp i r ic a l  s tudy was  c onduc ted .  The  purpos e  o f  thes e  in te rv iews 
were  to ge t  the  v iews  o f  the  manag ers  o f  wha t  the y  c ons idered  as  
the  c harac ter is t ic s  o f  kno wledge  workers  and  how the y  managed  
kno w ledge  wor kers  fo r  the  op t i ma l  bene f i t  o f  the i r  o rgan is a t ions .  
In fo rmat ion  p res en ted  f r om thes e  in te rv iews  was  us ed  as  a  bas is  
to  dev e lop  the s u rv ey ques t ionna i re  tha t  was  us ed  as  the  p r i mary  
da ta  ga ther ing  to o l  in  th is  s tudy.    
3 .3 .  T HE E MPIRIC AL STUDY  
The e mp i r ic a l  s tud y was  c onduc ted  by means  o f  a  s u rv ey .  The  
s u rvey was  c onduc ted among kno wl edge  wor kers  f r om four  hu man  
res ourc e  and  recru i tmen t  o rgan is a t ions  in PE.  A s u rv ey 
ques t ionna i re ,  wh ic h  s e rv ed  as  the  meas ur ing  ins t ru ment ,  was  
dev e loped  fo r  th is  pu rpos e.   Lanc a s te r  (2005 ,  p .146)  s ta tes  tha t  
s u rvey res earc h  is  us ed  as  a  da ta  c o l lec t ion  met hod  where  da ta  
c an  be  c o l lec ted  f r o m la rge  nu mbers  o f  r es ponden ts .  W egner 
( 2010,  p .28)  po in ts  ou t  tha t  th e re  a re  fou r  a pproac hes  to  
ga ther ing  s u rv ey da ta :  
a)  Pers ona l  in te rv iews ;  
b)  Pos ta l  s u rv ey;  
c ) Te lephon e  s u rv ey;  and  
d)  E-s u rv ey.  
For  the  purpos e  of  th is  s tud y ,  the  ques t ionna i re  was  hand-
de l iv e red  to  th i r t y- f i v e  res ponden ts  and  on ly twen t y- f i v e 
res ponded .  In  th is  s ec t ion ,  the  pop u la t ion ,  th e  ques t ionna i re ,  the  
s u rvey and  the  res earc h  res pons e ra te  a re  d is c uss ed  in  de ta i l .  
The  b iog raph ic a l  in fo r ma t ion c o l lec ted  dur ing  the  s u rv ey is  a ls o 
p res en ted  and  d is c uss ed .  
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3 .3 .1 .  Popu la t ion  and  sampling   
The popu la t ion  fo r  the  s tud y inc luded  kno wl edge  wor kers  and  
managers  f r o m four  hu man res ourc e and  rec ru i tmen t  o rgan is a t ions  
f ro m P E.  Th is  inc luded  one  b ranc h  man ager  f r o m the  Ke l l y  g roup  
(PE b ranc h) ,  two  bus ines s  owners ,  one  f r o m Ika mv a Rec ru i tment  
and  Hu man Res ourc e  Serv ic es  and  the  o ther  one  f ro m The mba  
Kun ye  Rec ru i t men t  and  Pl ac e ment ,  one  hu man res ourc e  manager  
f ro m Khu l is a  Connec t ion  and  know ledge  wor kers  f r o m the  
ment i oned  fou r  o rgan is a t ions .  Be c aus e  thes e  were  s pec ia l i s t  
c ompan ies ,  the y emp loyed  les s  peop le .  The  popu la t ion  c ons is ted 
o f  payro l l  s pec ia l i s t s ,  r ecru i t men t  and  s ourc ing  s pec ia l i s t s ,  head 
hun t ing  s pec ia l i s t s ,  IT  s ourc ing  spec ia l i s t s ,  a  labour  r e la t ions  
s pec ia l i s t ,  human res ourc e  s pec ia l i s t s ,  and eng ineer ing  s ourc ing 
s pec ia l i s ts .  A to ta l  o f  th i r t y- f i v e ques t ionna i res  were  d is t r ibu ted .  
W h i le  the  res earc her  was  p lann in g  the  s tud y the  dec is ion  was  
made as  to  whe ther  to  inc lude  the  who le  popu la t ion  o r  on l y pa r t  of  
the  popu la t i on  in  th e  e mp i r ic a l  s tud y.   
Ac c ord ing  to  W egner  ( 2010 ,  p .6 ) ,  a  popu la t ion  is  ev ery pos s ib le  
i t e m tha t  c on ta ins  a  da ta  va lue  o f  a  r ando m v ar iab le  under  s tudy.  
W egner  fu r the r  des c r ibed  s amp l in g  as  a  s ubs e t  of  i t e ms  d ra wn  
f ro m a  pop u la t io n .  
Res earc hers  us e  s amp l ing  bec aus e  in  i t  i s  not  a l wa ys  pos s ib le  to  
r ec ord  ev ery da ta  v alue  o f  the  popu la t ion ,  for  v a r ious  reas ons 
s uc h  as  c os t ,  t i me  and  i t em des t ruc t ion  (W egner ,  2010 ,  p .7 ) .   
Fo r  the  purpos e  o f  th is  s tudy,  the  e n t i r e  popu la t ion  was  us ed .  
3 .3 .2 .  T he  quest ionnaire   
Ac c ord ing  to  Nard i  ( 2003 ,  p . 59) ,  a  q ues t ionna i re  is  a  more  re l iab le  
too l  fo r  s u rv ey ing la rge  s a mp les  o f  r es ponden ts  in  s hor t  pe r iods  
o f  t i me ,  and  the y are  les s  ex pens ive .  Sa lk ind  (2000 ,  p .136)  a ls o 
be l iev es  ques t ionna i res  s ave  t ime  as  they a l lo w ind iv idua l  
r es ponden ts  to  c omp le te  ques t ions  w i thou t  any  d i r ec t  in te r v en t ion  
f ro m the  res earc her .   
Sa l k ind  (2000 ,  p .136)  l i s ted  fou r  adv an tages o f  us ing 
ques t ionna i res :  
a )  Ques t ionna ires  c an be  s en t  through  mai l ,  and  the  
res earc her  c an  s u rv ey a  b road  geog raph ic  a rea.  
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b)  Ques t ionnai res  a re  c heaper .  
c )  Res ponden ts  c an  be more  wi l l ing  to  be  t r u th fu l  bec aus e 
the i r  anony mi t y  i s  guaran teed .  
3 .3 .2 .1 .  De ve lopment  of  the  quest ionnai re   
A ques t ionna i re  was  us ed  as  a  da ta  c o l lec t ion  method  in  th is  
s tudy and  was  bas ed  on  the ma in  lea rn ing p o in ts  f ro m the  
theore t ic a l  inv es t iga t ion  rec orded in  Chap te r  Two o f  th is  s tudy.  
Fur the r more ,  in te r v iews  were  us ed  fo r  a  p re l i minary inv es t iga t ion  
o f  the  v iews  o f  managers  o f  kno w l edge  wor kers  abou t  the  too ls  
and  tec hn iques  they  us e  in  manag i ng  the i r  kno wledge  workers  fo r  
the  op t i ma l  bene f i t  o f  the i r  o rga n is a t ions .  The  res u l t s  o f  the  
in te rv iews  were  repor ted  in  Chap te r  Two under  s ec t ion  2 .9  o f  the  
s tudy repor t .  
Ac c ord ing  to  Lanc as te r  ( 2005 ,  p.138) ,  the  fo l lo wing  a re  ke y  
as pec ts  to  c ons ider  in  the  des ign  o f  a  ques t ionna i re :  
§  The  range  and  s c ope  o f  ques t ions  to  be  inc luded ;  
§  Ques t ion  t ypes ,  fo r  ex amp le ,  o pen  o r  c los ed  ques t ions ;  
§  Con ten t  o f  ind iv idua l  ques t ions ;  
§  Ques t ion  s t ruc tu re ;  
§  Ques t ion  word ing ;  
§  Ques t ion  o rder .  
W i th regards  to  i mp le menta t i on  and  ad min is te r ing the  
ques t ionna i re ,  the  fo l lo wi ng  mus t  be  taken  no te  o f  by  the  
res earc her :  
§  Me thod  o f  ad min is te r ing ,  e.g .  f a c e  to  fac e  v e rs us  non-
pers ona l ;  
§  Me thods  o f  d is t r ibu t ing  o r  re tu rn in g  the ques t ionna i re ,  e .g .  
te lephone ,  ma i l  o r  c o mput e r  bas ed;  and  
§  Me thods  o f  r ec ording  res pons es .  
W egner  (2010 ,  p .31)  ment ioned  tha t  the  ques t ionna i re  s hou ld 
c ons is t  o f  three  s ec t ions ,  s uc h as  ad min is t ra t iv e  s ec t ion ,  
de mograph ic  (o r  c lass i f i c a t ion )  s ec t ion  and  in fo r mat ion  s ec t ion .  
He p rov ides  the  fo l lo wing  s pec i f i c  po in te r s :  
64 
 
§  Inc lude  a  ques t ion  on l y i f  i t  c ont r ibu tes  to  the  res earc h 
ob jec t iv es ;  
§  Av o id  redundan t  ques t ions ;  
§  Av o id  amb iguous  ques t ions  
§  Av o id  lead ing  ques t ions ,  bec ause  they  p rov ide  b ias ed 
res pons es ; 
§  W herev er  pos s ib le ,  pa r t i c u la r l y  in  the  c as e  o f  s e l f -
ad min is te red  ques t ionna i res ,  f i x ed  a l te rna t iv e  ques t ions  a re 
rec ommended .  Open-ended  qu es t ions  ma y add  v a lue  to  the  
f ind ings ,  bu t  the y a re  d i f f i c u l t  t o  ana l ys e  s ta t is t i c a l l y ,  s o  
they  s hou ld be  us ed  s par ing l y;  
§  A r range  ques t ions  in  a  log ic al  s ense ;  
§  Tr y  to  keep  ques t ions  s hor t  and  s i mp le ;  
§  S ta y  a wa y f r o m us ing  ja rgon  in  a  c o ns umer-bas ed  s u rv ey;  
§  Nev er  us e  ques t ions  tha t  wi l l  requ i re  c a lc u la t ions  f rom the  
res ponden ts ;  
§  Us e  f i l t e r  ques t ions  to  guide  res ponden ts  th rough  v a r ious  
s ec t ions  o f  the  ques t ionna i re ;  
§  P rov ide  c lea r  and  c onc is e  ins t ruc t ions ;  
§  P rov ide  s pec i f i c  ques t ions  and  they s hou ld  address  on ly one  
is s ue .  Vague  ques t ions  res u l t s  in  “no is y” ,  mean ing les s  da ta ;  
§  Do no t  us e  e mot iv e  language  in  ques t ions .  Th is  p rev en ts  
b ias ed  res pons es ;  
§  A l wa ys  t r y to  c a re fu l l y word  ques t i ons  dea l ing  wi th  s ens i t iv e 
is s ues  s o  as  to  avo id  o f fend ing  the  res ponden ts  o r 
enc ourag ing  non- res pons e ;  
§  A l wa ys  c ons ider  the  ab i l i t y o f  t he  ta rge t  popu la t ion  to  
unders tand  and  res pond  adequa te l y to  the  ques t ionna i re  
whe n  word ing  ques t ionna i res ;   
§  Ques t ionna i res  mus t  be  worded  c a refu l l y to ens ure  tha t  
appropr ia te  t ype  o f  da ta  a re  c ap tu red  fo r  the  env is aged 
s ta t is t i c a l  ana lys is ;  
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§  Las t ly,  a l wa ys  p i lo t  a  ques t ionna i re  be fo re  c a r rying  ou t  the  
fu l l  s u rv ey.  The  pi lo t  s u rv ey  o f ten  h igh l igh ts  weakn es s es  in 
a  ques t ionna i re ,  wh ic h  c an  be  i mpro ved .  
The  abov e  gu ide l ines  were  fo l lo we d  fo r  the ques t ionna i re  des ign 
in  th is  s tudy .  The  ques t ionna i re  was  c a re fu l l y  des igned  w i th  
r egards  to  c on ten t ,  s ta tement  c omp i la t ion  and  s t r uc tu re .  The  
ques t ionna i re  was  s ub mi t ted  to  the  res earc h  s uperv is o r ,  an  ex per t  
in  the  f ie ld  o f  o rgan is a t iona l  behav iour ,  to  sc ru t in is e .  In  add i t ion,  
a  p i lo t  s tud y was  c onduc ted  among  f i v e  p ros pec t iv e  par t i c ipants .  
The  purpos e  o f  the  p i lo t  s tudy  was  to  p re - tes t  the  q ues t ionna i re  
on  a  s ma l l  s ec t ion  o f  the  popu la t ion ,  and  to  ens ure  c ons is tenc y a t  
a l l  t i mes .  The  p i lo t  rev ea led  there  were  ques t ions  tha t  were  
s imi la r  where  res ponden ts  ans wered  the  s ame wa y wh ic h  was  a  
fo rm o f  ens ur ing  da ta  re l ia b i l i t y.  
3 .3 .3.2 .  Re l iab i l i t y  and  va l id i ty  o f  the  measur ing  inst rument  
Ac c ord ing  to de  Vos ,  S t r ydo m,  Fou c hé  and  De lpor t  ( 2005 ,  p160) ,  
r e l iabi l i t y  and  v a l id i t y a re  mos t  i mp or tan t  c onc epts  in  the  c on tex t  
o f  meas ure ment .  
Valid i ty   
Sa l k ind  (2000 ,  p113)  ment ion  tha t  va l id i t y  i s  the  qua l i t y  o f  a  tes t  
do ing  wha t  i t  i s  des igned  to  do .  Leedy (1997 ,  p32)  c i ted  tha t  
va l id i t y in  a  meas ur ing  ins t ru ment  has  to  do  wi th  th e  s oundnes s ,  
the  e f fec t iv eness  o f  the  meas ur ing  i ns t rumen t .   
Sa l k ind  (2000 ,  p113) ,  De lpor t  e t  a l  (2005 ,  p160) ,  Lee d y (1997 ,  
p33)  a l l  des c r ibe  v a r ious  fo rms  o f  v al id i t y tha t  s hou ld  be  
c ons idered  by  res earc hers  to  ensure  in tegr i t y o f  the i r  r es earc h 
ins t ru ment.   Thes e  t ypes  o f  v a l id i t y a re  s ummar is ed  be lo w:   
§  Face  va l id i ty  r e fe r s  to  how repre s en ta t iv e  the  meas ur ing  
ins t ru ment to  the  un iv e rs e  tha t  i s  being  meas ured .  
§  Cri te r ion  va l id i ty  r e fe rs  to  v a l id  and re l iab le  c r i t e r ion .  
§  Content  va l id i ty  r e fe r s  to  the  ex ten t  to wh ic h  the  meas ur ing  
ins t ru ment i s  po r t ra yed  to  r ep res en t  ex ac t ly the  c r i t i c a l  c o re  
a reas  tha t  a re  c r i t i c a l  to  the  s ub jec t  mat te r .    
§  Const ruct  va l id ity  de te r mines  the  degree  to  wh ic h  a  
meas ur ing  i ns t ru ment  s uc c es s fu l l y  meas ures  a  theore t ic a l  
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s t ruc tu re .  The  theore t ic a l  s tud y  a ls o  c on t r ibu tes  to  the  
c ons t ruc t  v a l id i t y o f  the  ques t ionna i re .   
§  In terna l  va l id i ty  r efe r s  to  the  f reedo m f ro m res earc her  b ias  
in  fo rming  c onc lus ions  in  the  l igh t  o f  c o l lec ted  da ta ;  and   
§  External  va l id i ty  r e fer s  to  the  ex ten t  tha t  c onc lus ions  abou t  
the  res earc h  c an  be  genera l i s ed  to  the  b roader  popu la t ion  
and  no t  mere l y t o  the  s a mp le  s e lec ted.  
The  fo l lo wing  ac t ions  were  adop ted  to  i mprov e  the  c on ten t ,  fac e 
and  c ons t ruc t  v a l id i t y o f  the  ques t io nna i re :  
The  dev e lop ment  o f  the  ques t ionna i re was  bas ed  on  the  l i te ra tu re  
rev iew i n  Chap te r  Two and  the  in fo rmat ion  ga ined  th rough  the  
s t r uc tu red  in te rv iews  c onduc ted  wi t h  s en ior  managers  a t  t he  fou r  
s e lec ted  o rgan is a t ions .  As  ind ic a ted ,  the  ques t ionna i re  was  
dev e loped  under  the  gu idanc e  of  an  ex per t  in  the  f ie ld  o f  
o rganis a t iona l  behav iour  and  res earc h .  
Rel iab i l i t y  
A meas ur ing  ins t ru ment  i s  r e l iab l e  whe n  i t  c ons is ten t ly  y ie lds  
s imi la r  res u l t s  when  ad min is te red  under  the  s a me  c ond i t ions  at  
d i f fe ren t  t i mes  (Leed y,  199 :  p35) .  
Ac c ord ing  to  Saunders ,  e t  a l  (2003,  p309) ,  a l though  the  ana lys is  
i s  done  a f te r  da ta is  been c o l lec ted ,  r e l iab i l i t y a ls o  needs  to be 
c ons idered  a t  the  ques t ionna i re  des ign  s tage ,  s uc h  as  tes t  re - tes t ,  
in te rna l  c ons is tenc y and  a l te rna t iv e fo r m.  
The  abov e  au thors  ment ion  tha t  tes t  r e - tes t  o f  re l iab i l i t y i s  
ob ta ined  b y ad mi n is te r ing  the  ques t ionna i re  t wic e  to  r es pondents .  
Th is  approac h  has  i t s  own d is advan tages  s uc h  as  res ponden ts  
migh t  be  hes i tan t  to  c o mp l e te  the  s ame ques t ionna i re  t wic e .   In  
th is  s tudy a  d i f fe ren t  approac h  was  us ed to  ov erc ome thes e  
l i mi ta t ions .  Th is  was  ac h iev ed  by  c onduc t ing  a  p i lo t  s tud y  wh ic h  
s e rved  the  purpos e  o f  a  tes t - re tes t .   The  res pons es  c o l lec ted  f r om 
the  p i lo t  s tud y  were  c o mpared to  c ompare  to thos e  f r o m the  
s u rvey to  ma ke  a  judge ment  abou t  the  re l iab i l i t y o f  the  
ques t ionna i re .  
In te rna l  c ons is tenc y meas ures  a re  then  ob ta ined  b y c o r re la t in g  
the  res pons es  to  eac h  ques t ion  in  the  ques t ionna i re  w i th ev ery  
o ther  ques t ion  in the  ques t ionna i re  to  tes t  re l iab i l i t y (Co l l i s  & 
Hus s ey,  2009 ,  p206) .   
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An al te rna t iv e  method  meas ures  re l iab i l i t y  b y c o mpar ing  
res ponden ts ’  r es pons es  to  a l te rna t i ve  fo rms  o f  the  s a me  ques t ions  
(Saunders  e t  a l ,  2003 ,  p310) .  They fu r th e r  de l ibe ra te  t ha t  th is  
method  s hou ld  be  us ed s par ing ly a s  i t  does  no t  a lwa ys  yie ld  good  
res u l ts  and  inv i tes  res is tanc e  f rom res ponden ts .   
3 .3 .3 .3 .  Quest ionnaire  cove r ing  le t ter  
Attac h ing  a  c ov er ing  le t te r  to  the  ques t ionnai re  he lps  the  
res earc her  ex p la in  the  purpos e  o f  the s tudy to  the  res ponden ts .   
Saunders ,  et  a l  ( 2003 ,  p 306)  p r ov ided  the  fo l lo wing  p rac t ic a l  
gu ide l ines  in  des ign i ng  a  c ov er ing  le t te r :  
§  Type  o f  paper  -  good  qua l i t y ,  o f f i c ia l  le t te r  head ,  inc lud ing  
addres s ,  te lephone  number  and  e ma i l  addres s  ( i f  pos s ib le ) ;  
§  Max i mu m leng th  o f  le t te r  -  one  s ide  (12 po in t  fon t  s ize ) ;  
§  Date   -  in  fu l l  i .e .  2 3  J u l y 2013;  
§  F i rs t  s e t  o f  mes s ages   -  wh y rec ip ien ts  res pons e  is  
i mpor tan t ,  ho w long  i t  w i l l  t a ke  to  c o mp le te ;  
§  Sec ond  s e t  o f  mes s ages   -  p ro mis es  o f  c on f iden t ia l i t y  o r  
anonymi t y;  
§  Th i rd  s e t  o f  mes s ages   -  how res u l t s  wi l l  be  us ed ;  
§  F ina l  s e t  o f  mes s ages  -  whom to  c on tac t  i f  have  any 
quer ies ,  who  to  re tu rn  c o mp l e ted  q ues t ionna i re  to  and  date  
o f  re tu rn ing  the  q ues t ionna i re ;  
§  C los ing  re mar ks  -  than k res ponden ts  fo r  t he i r  
pa r t i c ipa t ion ;  and   
§  Name and  t i t le  -  yours ,  inc lud ing  fo rena me and  s u rna me;  
In  the  ques t ionna i re  us ed  fo r  th is  s tudy a  c ov er ing  le t te r  was  
c omp i led  to  ex p la in  and  inc orpora ted  a l l  t he  abov e  s ugges t ions .  
The  c ov er ing  le t te r  i s  a t tac hed  herewi th  as  Appen d ix  1 .   As  the  
ques t ionna i re  was  d is t r ibuted  b y  hand ,  the  res earc her  d id  no t  
hav e  to  s eek fu l l  e th ic a l  c lea ranc e  f ro m the  un iv e rs i ty  and  the  
c omp le t ion  o f  For m E ( At tac hed  as  Append ix  3 )  was  dee med  
adequa te .   
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3 .3 .3 .  Admin is ter ing  the  quest ionnai re  
For  the  emp i r ic a l  s tudy ,  a  s u rvey was  c onduc ted  wi th  a  
ques t ionna i re  as  the  da ta  ga ther ing  ins t rument.  The  ques t ionna i re  
was  hand-de l iv e red  to  the  des igna ted  ta rge t  g roup  a t  eac h  o f  the  
fou r  c ompan ies .  The  ta rge t  g roup  c ons is ted  o f  emp lo yees  tha t  
pe r fo r med c ore  wor k  a t  thes e  c o mpan i es  and  were  d i rec t l y  
inv o lved  w i th  th e  c us to mer .  A  c ov er  le t te r  s ta t in g  tha t  the  s u rv ey 
was  anon ymous  and  tha t  the  na mes  were  no t  requ i red  and  that  
pa r t i c ipan t ’s  c on f iden t ia l i t y wou ld  be  guaran teed  acc ompan ied  the  
ques t ionna i re .   
The  Branc h  Ma nager  a t  Ke l l y  k ind l y under too k res pons ib i l i t y fo r  
i s s u ing  the  ques t ionna i re  to  the  a l l  kno w ledge  wor kers  a t  the  Por t  
E l i zabe th  and  Eas t  London  b ranc h  o f  Ke l l y.  The  CEO o f  I ka mv a 
Rec ru i t men t  and  HR Serv ic es  a lso  k ind l y  ag reed  to  i s s ue  the 
ques t ionna i re  to  the  kno w ledge workers  a t  Ik amv a Rec ru i tment  
and  HR Serv ic es .  The  CEO a t  Themba Kun ye  Rec ru i tmen t  and  HR 
Serv ic es  is s ued the ques t ionna i re  to  the  knowledge  wor kers  a t  
The mba Kun ye .  Las t ly ,  the  Hu man  Res ourc e  Manager  a t  Khu l is a  
Connec t ion  a ls o  ass umed res pons ib i l i t y fo r  i s s u ing  the  
ques t ionna i re  to  the  kno wledg e  workers  a t  Khu l is a  Connec t ion .  
The  res earc her  b r ie fed  a l l  f ou r  o f  thes e  peop le a t  the  fou r  
c ompan ies  wi th  r egards  to  the  manner  in wh ic h  the  ques t ionna i re  
was  to  be  c omp le ted .  Res ponden ts  were  is s ued  wi th  the  
ques t ionna i re  b y the  res pons ib le  pers on ,  by hand,  a t  eac h  o f  the  
fou r  c omp an ies  wh ic h  a l lo wed  the  res pons ib le  pers on  an 
oppor tun i t y to  ex p la in  to  the  res ponden ts  how to  c o mp le te  the  
ques t ionna i re .  The  ex p lana t i on  g iv en  res ponden ts  upon  rec e ip t  o f  
the  ques t ionna i re  was  fu r the r  s uppor ted  by the  c ov er ing  le t te r  tha t  
was  a t tac hed  to  eac h  ques t ionna i re .  
Ad min is t ra t ing  ques t ionna i res  b y  h and  he lps  s av e  t i me ,  res pons e 
ra tes  a re  ra is ed  bec aus e o f  the  pers ona l  c on tac t  and  d i f f i c u l t ies  
w ith  t he  ques t ionna i re  c an  be  c la r i f i ed  wi th  the  res pons ib le  pers on  
(de  Vos  e t  a l ,  2005 ,  p168) .  
3 .3 .4 .  Response ra te  
The c ov er ing  le t te r  and  ques t ionna i re  were  de l iv e red  to  a  to ta l  of  
th i r t y f i v e  (35 )  kno wledge  worker s  and  on ly t wen t y f i v e  (25 ) 
ques t ionna i res  were  re tu rned .  Th is  i s  a r es pons e ra te  o f  s even ty  
one  per  c en t  (71%)  wh ic h  c an  be  c ons idered  as  ac c ep tab le .   Tab le  
3 .1  ind ic a tes  the  res pons e  ra te .  
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T able  3 .1  REPO NS E R AT E 
Compan ies  Ques t ionna i res  
is s ued 
Ques t ionna i res  
rec e iv ed 
Ke l l y  G roup  13  10  
I ka mv a Rec ru i tmen t  
and  HR Serv ic es  
8 6  
The mba Kun ye  
Rec ru i t men t  
Serv ic es  
7 4  
Khu l is a  Connec t ion  
Rec ru i t men t  and  H R 
Serv ic es   
7 5  
To ta l  35  25  (71%)  
  
3 .4 .  PRE S ENTAT ION AND ANALY SIS OF  THE D EMOGRAP HIC 
INFOR MAT ION 
In  s ec t ion  A o f  the  ques t ionna ire  r es ponden ts  were  requ i red to  
p rov ide  in fo rma t ion  abou t  the i r  gen der ,  age ,  r ac ia l  g roup ,  whe ther  
they were  emp lo yed  on  a  per man ent  bas is  o r  on  a  f ix ed  te rm 
c on t rac t ,  job  c a tegory,  h ighes t  qua l i f i c a t ion and  leng t h  o f  s e rv ic e . 
The  in fo r mat ion  ob ta ined  f ro m the s e  ques t ions  in  s ec t ion  A is  
p res en ted  and  d is c uss ed  be lo w.  
3 .4 .1  Gender  Composi t ion 
Ques t ion  1  requ i red  res ponden ts  to  ind ic a te  the i r  gender .  The  
res u l ts  to  th is  ques t ion  a re v is ua l ly p res en ted in  Char t  3 .1 .  
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Chart  3 .1 :  Gender  composit ion 
 
 
 
 
      
        
        
        
        
        
        
        
        
        
        
        
        
 
 
       I t  i s  c lear  f r o m Char t  3 .1  tha t  the  res ponden t  g roup  c ons is ted  o f  
more  f e ma le  t han  ma le  res ponden ts .  Th is  m igh t  d is p lay  tha t  the  
indus t ry  p re fe r red  to  e mp lo y  more  fe ma le  e mp lo yees .  Ho wev er ,  
bo th  genders  were  adequa te l y  r ep re s en ted  in  the  s tudy .  
3 .4 .2 Age Composi t ion  
Ques t ion  2  requ i red  res pondents  to  ind ic a te  the i r  age .  The  res u l t s  
to  th is  ques t ion  a re  v is ua l ly  p res ented  in  Char t  3 .2 .  
Chart  3 .2 :  Age composi t ion 
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I t  i s  c lea r  f ro m the  c har t  that  the  ma j o r i t y o f  res ponden ts  were  
be t ween  the  ages  o f  25  an d  35  years . 
3 .4 .3 Rac ia l  g roup  
Ques t ion  3  requ i red  res ponden ts  to  ind ic a te  the i r  r ac ia l  g roup .  
The  res u l t s  to  th is  ques t ion  are  v is ua l l y p res en ted  in  Char t  3 .3 .  
Chart  3 .3 :  Rac ia l  g roup  
 
 
        
        
        
        
        
        
        
        Mos t  o f  the  res ponden ts  (60%) were  b lac k,  fo l lo wed  b y wh i te  
r es ponden ts  (24%)  and  then  by c olou red  res ponden ts  (12%)  and 
the  re main ing  fou r  pe r  c en t  ( 4%) rep res ented  res ponden ts  f r om 
o ther  r ac ia l  groups .  
3 .4 .4 Employment  types  
Ques t ion  4  requ i red  res ponden ts  to  ind ic a te  the i r  e mp lo yment  
t ype .  Th e  res u l t s  to  th is  ques t ion  a re  v is ua l ly p res en ted  in  Char t  
3 .4 .  
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Chart  3 .4 :  Employment  types  
 
 
 
       
        
        
        
        
        
        
        
        
        
 
 
        The res u l t s  s how tha t  a l mos t  an  equa l  nu mb er  o f  res ponden ts  
were  permanen t  ( 48%)  and  on  f i x ed  te rm c on t rac t  ( 52%).  
3 .4 .5 Job  category  
Ques t ion  5  requ i red  res ponden ts  to  ind ic a te  the i r  e mp lo yment  
t ype .  Th e  res u l t s  to  th is  ques t ion  a re  v is ua l ly p res en ted  in  Char t  
3 .5  be lo w.  
Chart  3 .5 :  Job  category  
 
 
 
       
        
        
        
        
        
        
        
Permanent, 48%
Fixed Term, 52%
Technical, 12%
Professional, 88%
73 
 
I t  i s  c lea r  f r o m Char t  3 .5  tha t  more  p ro fess iona l  res ponden ts  than 
tec hn ic a l  res ponden ts  were  emp lo yed  in  thes e  c o mpan ies .  
3 .4 .6 Highest  qua l i f ica t ion  
Ques t ion  4  requ i red  res ponden ts  to  ind ic a te  the i r  h ighes t  
qua l i f i c a t ion .  The  res u l t s  to  th is  ques t ion  a re  v is ua l ly  p res en ted  in  
Char t  3 .6 .  
Chart  3 .6 :  Highest  qua l i f ica t ion  
 
 
 
        
         
         
         
         
         
         
          
I t  i s  ev iden t  f rom Char t  3 .6  tha t  the  mos t  o f  the  res ponden ts  
(71%) had  a  pos t - mat r ic  qua l i f i c a t ion .   
3 .4 .7  Length  o f  serv ice  
Ques t ion  7  requ i red  res ponden ts  to  ind ic a te  the i r  years  o f  s e rv ic e .  
The  res u l t s  to  th is  ques t ion  are  p re s en ted  in  Tab le  3 .2 .  
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T able  3 .2:  Length  o f  service  
 FREQ UE NCY  PERCE NT AGE (%) 
Les s  than  a  year  5 20  
2 -5  years  15  60  
6 -10  years  2 8  
11-15  years  3 12  
T OT AL 25  100  
 
Char t  3 .7  v is ua l ly p res en t  the  res ponden ts  in  te rms  o f  years  o f  
s e rv ic e .  
Chart  3 .7 :  Length  o f  services  
 
 
 
 
       
         
         
         
         
         
         
         
         
I t  i s  ev iden t  f rom Tab le  3 .2  and  Ch ar t  3 .7  tha t  the  av erage  years  
o f  s e rv ic e  was  2  to  5  years .   
3 .5 .  CONCL US ION 
Th is  c hap te r  gav e  an  overv iew o f  t he  res earc h  methodo l og y us ed  
in  th is  s tudy.  A  quan t i ta t i v e  res earch  des ign ,  wi th  a  ques t ionna i re  
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as  a  da ta  c o l lec t ion  too l ,  was  the  do minan t  approac h  wi th  a  
qua l i t a t i v e  res earc h  des ign  as  a  les s  dominan t  approac h  wi th  
in te rv iews  c onduc ted  wi th  key  peop le  a t  the  fou r  s e lec ted  
c ompan ies .  The  ques t ionna i re  was  admi n is te red  to  kno wled ge  
workers  a t  the  four  hu man res ourc e  and  rec ru i tmen t  c o mp an ies .  
The  de mograph ic  p ro f i le  o f  the  res ponden ts ,  bas ed  on  in fo rmat ion  
e l i c i ted  in  Sec t ion  A  of  th e  ques t ionna i re ,  was  a ls o  p res en ted .  
The  res ponden ts  rep res en ted  bo th  genders ,  were mos t l y b lac k,  
be t ween  the  ages  o f  25  and  45 ,  d i v ided  be tween permanen t  and  
f i x ed  te r m e mp lo yment ,  mos t l y p r o fes s iona l ,  wi th  qua l i f i c a t ions  
rang ing  f ro m mat r ic  to  pos t -g radua t ion  and  a  leng th  o f  s e rv ic e  o f  
mos t l y be t ween  t wo  and  f i v e  years .  
In  t he nex t  c hap te r ,  the  res pons es  rec e ived  on  the  s u rv ey a re  
p res en ted  and  ana l ys ed .  
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CHAPT ER FO UR 
ANALY SI S AND INT ER PR ET ATION OF  RE SULTS OF  THE 
EMPIRICAL ST UDY  
4 .1 .  I NTROD UCTION 
The p rev ious  c hap te r  ou t l ined  the  res earc h method o log y tha t  was  
us ed  in  the  s tud y.  In t h is  c hap te r ,  the  da t a  c o l lec ted  in  the  
e mp i r ic a l  s tudy is  ana l ys ed ,  p res en ted  and  in te rp re ted .   
Mic ros o f t  Ex c e l  func t ions  have  been  us ed  to  g roup  the  da ta 
ob ta ined  f ro m the  L i ke r t  s c ale  based  ques t ionna i re .  Tab les  were  
us ed  to  i l lus t r a te  the  res u l ts  r ece iv ed f rom the  res ponden ts .  
Thes e  tab les  were  us ed  to  p rov ide  in fe renc e  to  the  in fo rmat ion  
and  s uppor t  ex plana t ions  o f  the  f ind ings  in  o rder  to  c la r i f y and  
b r ing  an  unders tand ing  to  the  c o l lec ted  p iec es  o f  in fo rmat ion .  
The  emp i r ic a l  s tudy was  a i med  a t  r e s o lv ing  Sub-p rob le m four :   
Sub-prob lem four :  
Th is  s ub-prob le m was  addres s ed  by means  o f  a  s u rv ey,  wi th  a  
ques t ionna i re  as  the  means  o f  d a ta c o l lec t ion  ins t rumen t,  to  
es tab l is h  the  bes t  prac t ic es  and  s t ra teg ies  tha t  manage men t  c ou ld  
us e  to  ex p lo i t  t he  fu l l  po ten t ia l  o f  the i r  kno wle dge  wor kers .  The  
ques t ionna i re  was  ad min is te red  t o  kno wle dge  work ers  a t  fou r  
hu man res ourc e  and  rec ru i t men t  o rg an is a t ions .  
The  res u l t s  o f  the  s tudy a re  p res en ted  in  the  s ame o rder  as  the  
s ec t ions  and  s ta te ments  appear  in  the  ques t ionna i re ,  ex c ep t  the 
res u l ts  fo r  Sec t ion  A  wh ic h  wer e  p res en ted  in  the  prev ious  
c hap te r .  The  ques t ionna i re  c ons is ted  o f  s ev en  s ec t ions ,  name l y :  
Sect ion  A -  Demograph ic  in fo rmat ion  
Sect ion  B  -  Rew ards ,  remunerat ion and re cogn it ion o f  
know ledge w orkers  
Sect ion  C  -  Reten t ion  of  know ledge w orkers  
Sect ion  D-  P roduct i vi ty  
Sect ion  E-  Per fo rmance management  
Sect ion  F  -  Mot i vat ion  
Sect ion  G  -  Human resou rce  s t ra teg ies  
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The res u l t s  o f  the  s tudy were  in te rp re ted  in l ine  wi th  the  res u l t s  of  
the  l i te ra tu re  rev iew.  
4 .2 .  Q UANT ITAT IVE ANALYSI S OF  RE S ULT S 
Des c r ip t iv e  and  in fe ren t ia l  s ta t i s t i c s  were  us ed  to  ana l ys e  the  ra w 
da ta  ob ta ined  f r o m the  s u rv ey .  The  des cr ip t i v e  da ta  inc luded  
meas ures  o f  c en t ra l  tendenc y.  Sec t ions  B  to  G o f  the  
ques t ionna i re  were  dev e loped ac c ord ing  to  a  L i ke r t  –  t ype  s c a le 
and  fo r  eac h  i te m, the  res ponden ts  had  to ind ic a te  the i r  v iews ,  
s e lec t ing  e i the r  s t rong l y ag ree ,  a g ree ,  unc er ta in,  d is agree  and  
s t r ong ly  d is agree .  Nu mer ic a l  v a lues  rang ing  f r om one  (S t rong l y  
d is agree) ,  two  (D is agree) ,  th ree  (Unc er ta in ) ,  fou r  (Agree)  to  f i v e 
(St rong l y ag ree)  were  us ed  to  enable  the  quan t i ta t i v e  ana lys is  o f  
the  res u l t s  ob ta ined  f r om the  s tud y.  
4 .2 .1  Mean  sco res  and  s tanda r d  deviat ions  fo r  Sect ion B  
(Rew ards ,  remunerat ion  and recogn i t ion  o f  know ledge 
w orkers)  
The theore t ic a l  s tudy rev ea led  tha t  kno wledge  wor kers  wan t  to  be  
rewarded  and c ompens a ted  fa i r l y fo r  the i r  c on t r ibu t ions  as  th is  
in f luenc es  the i r  o rgan is a t iona l  c ommi tmen t ,  s uc h as  s taying  in  the  
o rganis a t ion  (G iauque,  e t  a l ,  2010 ,  p .191) .  Š i kẏř  e t  a l  ( 2008 ,  p .4 )  
no ted  tha t  h igh  ac h iev ers  perc e ive  mone y as  an  ind ic a t ion  of  
s ucc ess  ra ther  than  as  a  c ommod i t y .  
T able  4 .1  dep ic ts  the  means  an d  s tandard  dev ia t ions  o f  the  
sc ores  ob ta ined  fo r  s ec t ion  B.  
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T able  4 .1:  Rew ards ,  remunerat ion  and  recogni t ion  o f 
know ledge w orkers  
NO RE WARDS,  R EMUNERAT IO N AND 
RECO GNIT ION OF  K NO WLE DG E 
WORK ERS  
N MEAN ST D.  
DEVI AT ION 
B01  My remuneration package matches the 
responsibilities that I have. 
25  3 .40  0 .71  
B02  Knowledge workers are fairly rewarded for 
their performance. 
25  3 .40  0 .87  
B03  I am praised when I do a good job 24  3 .83  0 .87  
B04  There is a clear link between excellence and 
remuneration. 
25  3 .24  0 .83  
B05  I am rewarded for successfully accomplishing 
organisational goals. 
25  3 .60  0 .87  
 
An  ana l ys is  o f  the mean  an d  s tandard  dev ia t ion  o f  the  v a r iables  in 
Sec t ion  B  rev ea led  an  aggrega te  mean  o f  3 .49 .  Th is  aggrega te  
mean  re f lec ts  unc er ta in  r es pons es wi th  a  s l igh t  tendenc y to wards  
agree,  as  is  a ls o ev iden t  when  the  mean s c ores  o f  the  s ta tements  
in  th is  s ec t ion  a re  c o mpared .  I t  i s  e v iden t  tha t  a  na r ro w s pread  of  
r es pons es  was  rec e iv ed  fo r  th is  s ec t ion (s tandard  dev ia t ion  
rang ing  f r o m 0 .71  to  0 .87) ,  i nd ic a t ing  agree ment  a mong  
res ponden ts  wi th  r egard  to  i te ms  in  th is  s ec t ion .  
The  res pons es  to th is  s ec t ion  a re  mix ed ,  as  the  res ponden ts  
ind ic a ted  tha t  the y were  p ra is ed  when  do ing  a good  job  and  tha t  
they were  re warded  fo r  ac c o mp l is h i ng  o rgan is a t iona l  goa ls  bu t  the  
o ther  s ta te ments  rec e iv ed  res ponses  tha t  r e f lec ted  unc er ta in ty.  
W hen s tudy ing  the  s ta te ments ,  i t  appears  tha t  thes e  unc er ta in  
r es pons es re la te  to  equ i t y as  the  s ta tements  inv o lv e c on ta in  
words  s uc h as  ‘ma tc hes ’ ,  ‘ fa i r l y ’  and  ‘ l i n k ’  ( be twe en  per for manc e  
and  goa ls ) .  
4 .2 .2  Mean  sco res  and  s tanda r d  deviat ions  fo r  Sect ion C  
(Retent ion o f  know ledge w orkers)  
The theory rev ea led  tha t  r e ten t ion  of  kno wledge  wor kers  was  a  
c ha l lenge  for  man y o rganis a t ions  (Kinnear  & Su ther la nd ,  2000 ,  
p1 ) .   
80 
 
Tab le  4 .2  dep ic ts  the  c omb ined  me ans  and  s tandard dev ia t ions  o f  
the  s c ores  ob ta ined  fo r  s ta te ments  re la ted  to  re ten t ion .   
T able  4 .2:  Reten t ion  o f  know ledge w orkers  
NO RET ENTION OF  K NO WL EDG E 
WORK ER S 
N MEAN ST D.  
DEVI AT ION 
C01 I have a promising future in this organisation 25  3 .16  0 .90  
C02  My company develops knowledge workers 
for long term employment at the company. 
25  3 .60  1 .04  
C03  I hardly ever think of leaving my company 25  3 .24  1 .01  
C04  I feel positive about my future at my company  25  3 .40  0 .96  
C05  Flexible working arrangements are offered to 
attract and retain knowledge workers. 
25  3 .44  0 .92  
C06  The company tries their best to ensure that 
knowledge workers will not want to leave the 
organisation. 
25  3 .44  1 .04  
 
An  ana l ys is  o f  the mean  an d  s tandard  dev ia t ion  o f  the  v a r iables  in 
Sec t ion  C rev ea led  an  aggrega te  mean  o f  3 .38 .  The  res u l t s  s how 
tha t  the res ponden ts  were  no t  c lea r l y c o mmi t ted  to  s ta y ing  w i th  
the i r  c o mpan ies  and  tha t  the i r  c ompan ies  d id  no t  foc us  on  
re ten t ion  s t r a teg ies .  I t  i s  ev ident  f ro m the  res u l t s  tha t  the  
res ponden ts  fe l t  t ha t  they  wer e  dev e loped  for  long- te rm 
e mp lo y ment .  Th is  r e f lec ts  a  c ha l l enge  tha t  o rgan is a t ions  o f ten  
hav e  in  te rms  o f  dev e lop ing emp l oyees  who  then  loo k fo r  more  
c ha l leng ing  oppor tun i t ies .  I t  i s  ev iden t  tha t  a  na r ro wer  s p read  o f  
r es pons es  was  rec e iv ed  fo r  th is  s ec t ion (s tandard dev ia t ion  
rang ing  f r o m 0 .90  to  1 .04) ,  i nd ic a t ing  s t rong  agreemen t a mong  
res ponden ts  wi th  r egard  to  i te ms  in  th is  s ec t ion .  
4 .2 .3  Mean  scores  and  s tandar d devia t ions  fo r se ct ion D  
(Product ivi ty )  
Innov a t ion  and  c rea t iv i ty  i s  impera t iv e  in  a  c o mpet i t i v e 
env i r onment (Druc ker ,  1999 ,  p .8 3) .  Kno wledge  workers  a re  
ind iv idua ls  who  tak e  p r ide  in  wha t  they  do  a nd  the y  a re a l wa ys  
p roduc t iv e  (Dav enpor t ,  2005 ,  p .37 ) .  Kno wledge  manage men t ,  in  
es s enc e ,  i s  the  c rea t ion ,  d is t r ibu t i on ,  s har ing  and  u t i l i s a t ion  of  
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kno w ledge  wi th  the  a i m o f  c rea t ing  ex c el lenc e  and  a t ta in ing  
o rganis a t iona l  goa ls  (Gran tham & W are ,  2007 ,  p .1 ) .Th is  s ec t ion  
meas ured  the  ex ten t  to  wh ic h  o rgan is a t ions  us ed  the  know ledge  of  
kno w ledge  workers  and  engaged  in  kno wledge  mana ge ment.  
Tab le  4 .3  dep ic ts  the  c omb ined  me ans  and  s tandard dev ia t ions  o f  
the  s c ores  ob ta ined  fo r  s ec t ion  D .  
T able:  4 .3:  Product ivi ty  
NO PROD UCT IVIT Y N  MEAN ST D.  
DEVI AT ION 
D01 My manager and I regularly discuss the 
improvement of productivity levels. 
25  3 .80  0 .91  
D02  Productivity is regularly measured at my 
company 
25  4 .12  0 .67  
D03  The physical working conditions at my 
company support productivity. 
25  3 .64  0 .99  
D04  I am encouraged to be innovative in my job 25  4 .00  0 .76  
D05  My company has a culture that promotes 
excellence 
25  3 .80  0 .71  
D06  My goals are aligned with the vision/mission 25  4 .32  0 .69  
D07  Employees are encouraged to form high 
performance teams. 
25  3 .92  0 .81  
D08  Focus placed on continuously quality 
improvement. 
23  3 .96  0 .71  
D09  I am encouraged to act as a change agent 25  3 .92  0 .57  
D10  I am encouraged to serve as a mentor to 
others 
25  3 .72  0 .98  
D11  I am encouraged to share my experience 
with others. 
25  3 .92  0 .81  
D12  I am encouraged to generate information that 
will benefit the corporation 
25  3 .84  0 .85  
D13  I am encouraged to develop the intellectual 25  3 .88  0 .93  
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capital of the company. 
D14  I am empowered to influence the decision 
making of more senior managers. 
25  3 .40  1 .19  
 
An  ana l ys is  o f  the mean  an d  s tandard  dev ia t ion  o f  the  v a r iables  in 
Sec t ion  D rev ea led  an  aggrega te  mean  o f  3 .87 .  Th is  ind ic a tes  a  
tendenc y to wards  agree,  as  is  ev iden t  when  c ons ider ing  the  mean  
sc ores  o f  the  s ta tements  to  th is  s ec t ion .  On ly on e  s ta te ment  
ob ta ined  an  ‘unc er ta in ’  r es pons e .  Th is  was  D14  ( I  a m e mpo wered  
to  in f luenc e  the  dec is ion  ma king  o f  more  s en io r  managers ) .  The  
res pondents  ind ic a ted  tha t  they wer e  enc ouraged  to genera te  and 
s hare  in fo rmat i on  wi th  o thers ,  and  u t i l i s e  the  in fo r mat ion  fo r  the  
bene f i t  o f  the  o rgan is a t ion .  Thei r  goa ls  were a l igned  wi th  the  
v is ion /mis s ion  o f  the  c o mpan y an d  the y  ac ted  as  mento rs  to  
o thers ,  a ls o  in  a tea m c on tex t .  
The  s tandard  dev ia t ion  was  re la t i v e l y na r ro w fo r  s ta tements  that  
r ec e iv ed  ‘agree ’  r es pons es ,  wh i l e  s tate men t  D14  on  e mpo werment  
to  in f lu enc e  the  dec is ions  o f  s en io r  manage ment ,  o b ta ined  a  
s tandard  dev ia t ion  o f  1 .19 ,  wh ic h  ind ic a ted  s l igh t ly more  
d is agreement on  th is  s ta te ment .  
4 .2 .4  Mean  sco res  and  s tandar d devia t ions  fo r sect ion E 
(Per fo rmance management ) 
The theor y has  ind ic a ted  tha t  the  per fo r manc e  ma nage ment  of  
kno w ledge  wor kers  is  more  c ha l l eng ing as  they wan t  to  be  
e mpo wered  to  s e t  the i r  own goa ls  and  wan t  more  au tono my  
(Ser rat ,  2010 ,  p .1 ) .  Per fo r manc e  man age ment  a ls o  i mp l ies  
reward ing  and  rec ogn is ing  e mp lo yees ,  a l though  th is  as pec t  has  
been  c ov ered  s epara te ly in Sec t ion  B o f  the  ques t ionna i re ,  wh ic h  
was  d is c us s ed  in  pa ragraph  4 .  
Tab le  4 .4  dep ic ts  the  c omb ined  me ans  and  s tandard dev ia t ions  o f  
the  s c ores  ob ta ined  fo r  s ec t ion  E .  
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T able  4 .4:  Perfo rmance management  
NO PERFORMANCE MANAGEM ENT N MEAN ST D.  
DEVI AT ION 
E01  My manager and I clarify my job expectations 
together. 
25  4 .04  0 .73  
E02  I am trusted to manage my own performance 25  4 .20  0 .65  
E03  My manager encourages me to constantly 
achieve new goals. 
25  3 .92  0 .86  
E04  I do get feedback on my performance 25  3 .92  0 .76  
E05  I am coached to develop the necessary 
competencies in my job 
25  3 .72  0 .89  
E06  My manager is supportive   23  4 .13  0 .92  
E07  Good performance is encouraged through 
the provision of rewards 
25  3 .68  0 .75  
 
An  ana l ys is  o f  the mean  an d  s tandard  dev ia t ion  o f  the  v a r iables  in 
Sec t ion  E rev ea led  an  aggrega te  mean  o f  3 .94 .  Th is  ind ic a tes  a 
tendenc y to wards  agree,  as  is  ev iden t  when  c ons ider ing  the  mean  
sc ores  o f  the  s ta teme nts  to  th i s  s ec t ion .  The  res ponden ts  
ind ic a ted  tha t  the i r  mana gers  were  s uppor t iv e ,  and  tha t  they  were  
c ons tan t ly enc ouraged  to  ac h ieve  o rgan is a t iona l  goa ls  and  tha t  
the i r  managers  c la r i f ied  job  ex pec ta t ions  wi th  them ta k ing  par t .  
I t  i s  ev iden t  tha t  a  na r ro w s pread  o f  res pons es  was  rec eiv ed  fo r 
th is  s ec t ion  ( s tandard  dev ia t ion  rang ing f r o m 0 .65  to  0 .92) ,  
ind ic a t ing  s t r ong  agreement  a mon g res ponden ts  wi th  regard  to  
i t e ms  in  th is  s ec t ion .  
4 .2 .5  Mean  sco res  and  s tandard devia t ions  fo r sect ion  F  
(Mot i vat ion )  
The theor y has  ind ic a ted  tha t  kno w ledge  workers  a re  both  
in t r ins ic a l l y  and  ex t r ins ic a l l y  mot i va ted  and  none  o f  th e  t wo  
s hou ld  be  le f t  ou t  o f  the  re ward  s ys te m to  mot iv a te  kno wledge  
workers  (Ša jev a ,  2007 ,  p .648) .  
Tab le  4 .5  dep ic ts  the  c omb ined  me ans  and  s tandard dev ia t ions  o f  
the  s c ores  ob ta ined  fo r  s ec t ion  F .  
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T able  4 .5:  Mot ivat ion  
NO MOTIV AT ION N MEAN ST D.  
DE VI AT ION 
F01 There are open channels of communication 
at my company 
25  3 .88  0 .83  
F02  I consider career growth, learning and 
development as important motivational 
factors in my job 
24  4 .13  0 .68  
F03  My skills and talents are properly utilised in 
my job 
25  3 .96  0 .68  
F04  My job is exciting and challenging 25  4 .04  0 .73  
F05  I am free to come up with new ideas on how 
to improve my work 
25  4 .00  0 .71  
F06  I feel respected here at my company 25  3 .88  0 .60  
F07  I get involved in decisions that affect my job 23  3 .96  0 .73  
 
An  ana l ys is  o f  the mean  an d  s tandard  dev ia t ion  o f  the  v a r iab les  in 
Sec t ion  F rev ea led  an  aggrega te  mean  o f  3 .98 .  Th is  ind ic a tes  a  
tendenc y to wards  agree ,  as  is  ev iden t  wh en  c ons ider ing  mean  
sc ores  o f  the  s ta te ments  to  th is  s ec t ion .   The  res ponden ts  
ind ic a ted  tha t  they  c ons idered  c a reer  g rowth ,  lea rn ing  and  
dev e lop ment  as  i mpor tan t  mot iv a t iona l  fac to rs ,  and  tha t  the i r  jobs  
were  ex c i t ing  and  c ha l leng ing  and  tha t  the y were  enc ouraged  to  
c ome up  wi t h  ne w ideas  on ho w to  i mprov e  the i r  jobs .  
I t  i s  ev iden t  tha t  a  na r ro w s pread  o f  res pons es  was  rec eiv ed  fo r 
th is  s ec t ion  ( s tandard  dev ia t ion  rang ing f r o m 0 .60  to  0 .83) ,  
ind ic a t ing  s t r ong  agreement  a mon g res ponden ts  wi th  regard  to  
i t e ms  in  th is  s ec t ion .  
4 .2 .6  Mean  score s  and  s tandard devia t ions  fo r sect ion  G 
(Human re sources  s t ra teg ies) .  
The theory  ind ic a ted  tha t  hu man r es ourc es  s t ra teg ies  s hou ld  be  
dev e loped  to  he lp  o rgan is a t ions  to  i mprov e  o rgan is a t iona l  
behav iour  o f  the i r  kno wledge  wor kers  and  tha t  thes e  s t ra teg ies  
s hou ld  he lp  address  iss ues  o f  s ta f f  c ommi t ment ,  c o mpetenc y and  
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f lex ib i l i t y ,  wh ic h  in  tu rn  c ou ld  lead  to  i mprov ed  s ta f f  pe r for manc e  
(Giauque ,  e t  a l ,  2004 ,  p .30) .  
Tab le  4 .6  dep ic ts  the  c omb ined  me ans  and  s tandard dev ia t ions  o f  
the  s c ores  ob ta ined  fo r  s ec t ion  G . 
T able  4 .6:  Human resource  s t ra te gies  
NO HUM AN RESOURC E ST RAT EGIE S N  MEAN ST D.  
DEVI AT ION 
G01 I understand the HR strategy and goals of my 
company 
25  3 .76  0 .83  
G02 I am allowed to question rules and 
procedures 
25  3 .36  0 .81  
G03 There is a direct link between performance 
and incentives at my company 
25  3 .64  0 .70  
G04 There are equal opportunities for promotion 
within my company 
25  3 .36  0 .86  
G05 Kelly acknowledges and utilizes my skills and 
training 
25  3 .76  0 .66  
G06 There are visible career progression paths 
within my company 
25  3 .44  0 .77  
G07 Disciplinary policies are fairly applied 25  3 .60  0 .71  
G08 Performance appraisals are fair and 
consistent 
25  3 .60  0 .71  
G09 New staff receive adequate orientation to 
help them settle down 
25  3 .48  1 .08  
G10 A climate of participation in decision making 
is created 
25  3 .84  0 .55  
G11 Staff loyalty at my company is recognised 25  3 .48  0 .77  
G12 Knowledge workers are recognised for the 
effort they put into the company  
25  3 .72  0 .74  
 
An  ana l ys is  o f  the mean  an d  s tandard  dev ia t ion  o f  the  v a r iables  in 
Sec t ion  G rev ealed  an  aggrega te  mean  o f  3 .59 .  Th is  aggregate  
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mean re f lec ts  unc er ta in  r es pons es wi th  a  s l igh t  tendenc y to wards  
agree,  as  is  a ls o  ev iden t  when  c ons ider ing  the  mean  s c ores  o f  the 
s ta te ments  in  th is  s ec t ion .  I t  i s  ev iden t  tha t  a  na r row s pread  o f  
r es pons es  was  rec e iv ed  fo r  th is  s ec t ion (s tandard dev ia t ion  
rang ing  f r o m 0 .55  to  1 .08) ,  i nd ic a t ing  agree ment  a mong  
res ponden ts  wi th  r egard  to  i te ms  in  th is  s ec t ion .  
The  res pons es  to th is  s ec t ion  a re  mix ed ,  as  the  res ponden ts  
ind ic a ted  tha t  they  unders tood  the i r  o rgan is a t ions ’  HR s t ra teg ies  
and  goa ls  and  tha t  the re  was  a  d i rec t  l ink be t ween  per fo rma nc e  
and  inc en t iv es  a t  the i r  o rgan is a t ions .  They fu r the r  ag reed  that  
the i r  s k i l l s  were  ac kno wledged  and  u t i l i s ed ,   d is c ip l ina r y po l i c ies  
were  fa i r l y app l ied  ac ross  the  o rgan is a t ion ,   pe r fo rmanc e  
apprais a ls  were  fa i r  and  c ons is ten t ,   t ha t  a  c l i ma te  o f  pa r t i c ipa t ion  
in  dec is ion  mak ing  was  c rea ted  and  las t l y   tha t  the y  were  
rec ogn is ed  fo r  the i r  e f fo r t s  .   O ther  s ta teme nts  rec e iv ed 
res pons es tha t  re f lec ted  unc erta in t y.  W hen s tudying  the  
s ta te ments ,  i t  appears  that  thes e  unc er ta in  r es pons es  re la te  to 
f lex ib i l i t y ,  g ro wth  and  rec ogn i t ion  as  the  s ta tements   c on ta in  
works  s uc h  as  ‘ques t ion ing  ru l es ’ ,  ‘equa l  oppor tun i t ies  fo r  
p ro mot io n ’ ,  ‘v is ib le  c a reer  p rogress ion  pa ths ’  and  ‘ r ec ogn it ion  of  
s ta f f  lo ya l t y ’  wi th in  thes e  o rgan is a t i on .  
 4 .3  CONCL US ION 
In  th is  c hap te r ,  s tat i s t i c a l  ana l y s is  and  in te rp re ta t ion  of  the  
res u l ts  f r om the  e mp i r ic a l  s tudy were  p res en ted  and  d is c uss ed .  
The  quan t i ta t i v e  res earc h  f ind ings  were  s u mmar is ed ,  in teg ra ted  
and  re f lec ted  upon in  an  ex pos i t iona l  ma nner .  
The  res u l t s  r ev ea led  tha t  the re  were  mix ed  reac t ions ,  s pec i f i c a l l y  
fo r  s ta te ments  in  Sec t ion  B  and  in  S ec t ion  G  o f  the  ques t ionna i re .   
In  the  nex t  c hap te r ,  f ina l  c onc lus ions  a re  drawn,  rec o mmendat io ns  
made ,  and  a reas  for  fu r the r  r es earch  s ugges ted .  
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CHAPT ER 5  
SUMMAR Y,  RE COMME ND AT IONS AND CONCLUSIO NS  
5 .1  INT ROD UCTIO N 
The purpos e  o f  the  f ina l  c hap te r  was  to  re f lec t  on  the  res earc h  
endeav our  and  s ummar is e  wha t  h ad  been  ac c omp l is hed  by  the  
res earc h  p ro jec t .  Th is  c hap te r  a ls o  foc us ed  on  p rob le ms  tha t  were  
enc oun te red  in  the  res earc h  p roc ess  and  the  l i mi ta t ions  o f  the  
s tudy.  F ina l l y,  r ec o mmendat ions  fo r  fu r the r  res earc h  a re  ou t l ined .  
 
5 .2  SUMMARY OF T HE ST UDY  
In  th is  s ec t ion ,  the  ma in  p rob lem a nd  s ub-p roble ms  a re  repea ted  
to  ind ic a te  wh ic h  ac t ions  were  taken  to  addres s  eac h  p rob lem.  
The  ma in  f ind i ngs  re la ted  to  eac h  s ub-p rob le m are  re i te ra ted .  
The ma in  purpos e  o f  th is  s tudy  was  to  iden t i f y  s t r a teg ies  tha t  
c ou ld  as s is t  c ompan ies  in  manag i ng  k nowled ge  work ers  fo r  the  
op t ima l bene f i t  o f  t he ir  o rgan is a t ions . 
In  o rder  to  res o lv e  the  ma in  p rob le m,  s ub-p rob le ms  were  
dev e loped  and  d is c uss ed  in  v ar ious  c hap te rs  o f  th is  s tudy .  The  
s ub-p rob le ms  and  a  b r ie f  d is c us s ion a re  p rov ided  be low.  
Sub-prob lem one :  W hat  is  a  kno wledge  wor ker?  W hat  a re  the 
c harac te r is t i cs  and  ex pec ta t ions  o f  know ledge  wor kers  and  wh at  
r o le  do  the y p la y in  the  s uc c ess  o f  an  o rgan is a t ion .  
Sub-prob lem tw o :  W hat  i s  a  kno wl edge  worker  as  de f in ed  a t  fo u r  
hu man res ourc e  and rec ru i tmen t  c o mpan i es  and  wha t  s t ra teg ies  
a re  us ed  a t  thes e  c ompan ies  to  man age  knowled ge  wor kers ?  
Sub-prob lem th ree :  W hat  bes t  p rac t ic e  manage ment  s t r ateg ies  
c ou ld  o rgan is a t ions  u t i l i s e  to  ex p lo i t  t he  fu l l  po ten t ia l  of  
kno w ledge  workers  and  s a t is f y  the i r  un ique  nee ds  and  
ex pec ta t ions ? 
Sub-prob lem four :  To  wha t  ex t en t  a re  thes e  bes t  p rac t ice 
manage ment  s t r a teg ies  u t i l i s ed  b y the  fou r  hu man res ourc es  and 
rec ru i t men t  c o mpan ies ?  
Sub-p rob le m one  and  th ree  were  addres s ed  th rough  the  l i te ra tu re  
rev iew.  
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The l i t e ra tu re  rev ea led  tha t  a  know ledge  wor ker  i s  an  e mp lo yee  
who  is  a  l i f e long  lea rner ,  an  e mp lo yee  who  dev e lops  h is /he r 
kno w ledge  t h rough  educ a t ion  an d  ex per ienc e  and  is  more  
ins t r ins ic a l l y  mot iv a ted  by c ha l leng ing  wor k  and  wan ts  to  be  
rec ogn is ed  fo r  h is /he r  c on t r ibu t ion  to  the  organ is a t ion .  The  
l i t e ra tu re  fu r the r  rev ea led  tha t  kno w ledge wor kers  a re  
c harac te r is ed  by  c los e  c on tac t  wi t h c us tomers ,  s ubord ina tes  and 
o ther  tea m mates .  
The  l i t e ratu re  a ls o  rev ea led  tha t  a  kno wledge  wor ker  i s  a  wor ker  
who has  kno w ledge ,  s ki l l s ,  ex per t i s e  and  lea rn ing  in  a  s pec ia l  
f ie ld  o r  a rea o f  wor k  and  is  a  ke y s ourc e  o f  g ro wth  in  
o rganis a t ions  s /he  works  for .  One  o f  the  mos t  i mpor tan t  o r  ke y  
e le men ts  in  the  l i f e  o f  a  knowledge  wor ker  i s  pe rs ona l  g rowth  and  
dev e lop ment  and  o rgan is a t iona l  human res ourc e  managers  s hou ld  
a l wa ys  t r y to  p ro mote  th is  t ype  o f  e nv i r on ment .  
Kno wle dge  wor kers  a re  v a luable  as s e ts  to  the o rgan is a t ion  as  
they he lp  the  o rgan is a t ion  to  ga in  c ompet i t iv e adv an tage  th rough 
the i r  kno wledge  and  s k i l l s ,  as  rev ea led  b y the  theory .  The  
l i t e ra tu re  s tud y a ls o  rev ea led  tha t  kno wledge  workers  s hou ld  be 
rec ogn is ed  fo r  the i r  good  per fo rmanc e  by  p rov id ing  f in anc ia l  
inc en t iv es ,  by  p rov id ing  them wi t h  con t inuous  job  re la ted  t r a in ing,  
and  fo r  thos e  who  go  t he  ex t ra  mi le ,  e mpo wer  th em b y  de lega t ing  
tas ks  tha t  c a r ry  dec is ion  ma k ing  res pons ib i l i t y ,  Managers  o f  
kno w ledge  workers  s hou ld  prov ide  c on t inuous  feedbac k on  the i r  
pe r fo r manc e .  
The  l i t era tu re  fu r th e r  r ev ea led tha t  the  hu man res ourc e  
depar t ment  p la y a  c ruc ia l  ro le  in  t he  manag ing  and  re ten t ion  o f  
kno w ledge  workers .  The  HR depar t ment  p la ys  a c r i t i c a l  r o le  in  
he lp ing  bus ines s es  to  improv e  o rgan is a t ional  behav iour .  It  a ls o 
p la ys  a  c ruc ia l  r o le  in  enc ourag in g  c on t inuous ,  l i fe  lea rn ing  fo r  
kno w ledge  wor kers ,  and  a ls o  p lays  a  ro le  o f  as s ur ing  kno wledge  
workers  tha t  the y are  work ing  f o r  a  c a r ing ,  nu r tu r ing  and  a  
t rus twor th y  o rgan is a t ion .  The  HR  depar t ment  fu r the r  mot iv a tes  
kno w ledge  wor kers  through  a  range  o f  pe r fo r manc e  manage ment  
and  re ward  meas ures .    
Sub-p rob le m t wo  was  address ed  by means  o f  in te rv iewing  the  
managers  a t  fou r  hu man  res ourc e  and  rec ru i tmen t  c o mpan ies .  The  
in te rv iews  rev ea led  tha t  the  fou r  organ is a t ions  s amp led  s hared  
d i f fe ren t  v iews  as  to  ho w the y de f ine  k nowl edge  work ers  
ac c ord ing  to  the i r  d i f f e ren t  pe rs pec t iv es .   
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Fur ther more ,  the  res u l t s  f r om t he  in te rv iews  s howed s o me 
c ommon  p rac t ic es  us ed  by the  v a r ious  o rgan is a t ions  in  manag ing  
the i r  kno wledge  wor kers ,  in  r eward ing  the m and  in  t ra in in g  the m.  
Th is  c ou ld be  bec aus e thes e o rganis at ions  fo l lowe d  the  s ame  
indus t ry  no r ms ,  s tandards  and  p rac t ic es .  
Sub-p rob le m four  was  addres s ed  by  means  o f  c onduc t ing  the  
e mp i r ic a l  s tudy.  Th is  was  done  th rough  a  s u rv ey wi th  a  
ques t ionna i re  as  the  da ta  ga ther ing  too l .   The  s u rv ey  foc us ed  on 
re munera t io n ,  r e wards  and  rec ogni t ion ;  c ommi t men t  and  re ten t ion  
s t r ateg ies ,  p roduc t iv i t y and  kno w ledge  s har ing ,  pe r for manc e  
manage ment  a nd mot iv a t ion  o f  kno w ledge workers .  
The  e mp i r ic a l  s tudy  rev ea led  tha t  kno wle dge  workers  at  the  
c ompan ies  where  the  s u rv ey was  c onduc ted  had  mix ed  fee l in gs  
abou t  r e munera t ion  and  rewards .   The y d id  fee l  p ra is ed  and  
rewarded  bu t  the  l ink  be t ween  per f o r manc e  and  re wards  were  not  
c lea r .  The  res u l t s  a ls o  ra is ed  ques t ions  a round re ten t ion  as  the 
res ponden ts  d id  no t  ind ic a te  a  c lear  c ommi t me nt  to  the  c o mpan y 
and  the y  a ls o  s howed unc er ta in ty  a r ound  re ten t ion  s t r a teg ies  us ed 
in  the  c o mpan y.   The  res u l ts  rev ea led  tha t  kno wledge  was  we l l  
managed  in  thes e  c ompan ies ,  and  that  the  res ponden ts  d id  ge t  
oppor tun i t ies  to  generate  and  s hare  in fo rma t ion ,  work in  tea ms ,  
ac t  as  c hange  agen ts  and me nto r s ,  tha t  the i r  pe r fo r manc e  was  
d is c uss ed  and  meas ured  and  tha t  an  innov a t iv e  and  s uppor t iv e 
c u l tu re  ex is ted  in  thes e  o rgan is a t ions .  I t  a ls o  appeared  tha t  
pe r fo r manc e  was  we l l  managed  th rough  a l ign ing  goa ls  w i th  the  
v is ion  o f  the  c o mpan y,  meas ur ing  per fo rmanc e ,  g iv ing  feedbac k,  
fac i l i t a t ing  and  re ward ing  per fo rmanc e .  Las t l y ,  the  res u l t s  
r ev ea led  h igh  lev e ls  o f  mot iv a t ion  among the  res ponden ts .   
In  c onc lus ion ,  i t  was  ev iden t  tha t  the  res u l t s  ob ta ined  f ro m the  
in te rv iews  were  c ongruen t  wi th  th at  o f  the  e mp i r ic a l  s tudy.  The  
in te rv iews  d id  r ev ea l  tha t  the  re ten t ion  ( c o mmi t ment )  o f  
kno w ledge  workers  were  a  c ha l leng e  fo r  thes e  c o mpan ies ,  bu t  that  
they  d id  ta ke  s teps  to  c rea te an  env i r onment  fo r  g ro wth,  
dev e lop ment ,  c o mmun ic a t ion ,  s har ing  and  rec ogn is ing  
per fo r manc e .   
Bas ed  on  the  abov e  f ind ings ,  rec ommendat i ons  a re  p rov ided  fo r  
the  manage men t  o f  kno wledge  wor kers  fo r  the  bene f i t  of  
o rganis a t ion .  
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5 .3  RE COMMENDATIONS  
In  l ine  wi th  the  res u l t s  f r o m the  e mp i r ic a l  s tudy,  i t  i s  s ugges ted 
tha t  more  a t ten t ion  be  g iv en  to r ewards ,  re munera t ion  and  
rec ogn i t ion  as  the re  was  a  mix  o f  r es pons es  among res ponden ts  
w ith  regards  to  r e wards  and  remunera t io n .  The  t ypes  of  
r e munera t io n  tha t  o rgan is a t ions  s hou ld  loo k a t  a re  fo r  ex amp l e ,  
p ro f i t  s har ing ,  where  kno wledge  wor kers  wi l l  ge t  s hare  o f  the  
p ro f i t  t he i r  o rgan is a t ions  ma ke .  Th is  wi l l  g iv e  them a  s ens e  o f  
owners h ip  and  more  ac c oun tab i l i t y .   
Organ is a t ions  s hou ld a ls o  c ons ider  pu t t ing  more  e f fo r t  in to  
r ec ogn is ing  per fo rmanc e  o f  the i r  kno wledge  workers ,  s uc h  as  
ov ers eas  t r ips  fo r  bes t  pe r fo rming  kno wledge  wor kers ,  s pons ored 
in te rna t iona l  and  loc a l  s oc c er ,  rugby o r  c r ic ke t  t i c ke ts  to  wa tc h  
in te rna t iona l  s oc c er ,  r ugby o r  c r ic ke t  ga mes .  Ev en  though  thes e  
rewards  do  no t  a l ways  mean s ign i f i c an t  f inanc ia l  ga in ,  i t  
de mons t ra tes  apprec ia t ion  and  c a re .  Idea l l y,  re wards  s hou ld  be  
l in ked  to  pe r fo rmanc e  ou tc o mes .   
Fur the r more ,  kno w ledge  workers ’  ac h iev ements  s hou ld  be  
c e leb ra ted  and  made we l l  known b y  the  en t i re  o rgan is a t ion  o r  wi th  
the  g roup  o f  c o mpan ies  and  th is  s hould  a ls o  be  us ed  as  par t  o f  
the  o rgan is a t ion ’s  s ucc ess ion  p lann ing  s t r a tegy .   
I t  i s  fu r the r  r ec o mmended  tha t  more  e f fo r t  b e  pu t  in to  s t r ateg ies  
fo r  r e ta in in g  kno wledge  wor kers  as  res u l ts  f rom the  e mp i r ic a l  
s tudy s howed tha t  kno wl edge  wo rkers  were  no t  c o mmi t ted  to  
s taying  w i th  t he i r  c o mpan ies  des p i te  the i r  c ompan ies  inv es t ing  in  
dev e lop ing  the m fo r  l i f e  long  e mp loy ment .  Th is  was  due  to  the  fac t  
tha t  the i r  c ompa n ies  d id  no t  foc us  on  re ten t ion  s t ra teg ies .   
To  re ta in  kno wl edge  wor kers ,  ma nagement need  to  pu t  
e mphas is es  on  c ompens a t ion  o f  knowledge  wor kers .  Kno wledge  
workers  s hou ld be  t rea ted  as  inv es to r s  in  to  the  bus iness ,  as  they  
inv es t  the i r  know ledge  and  s ki l l s  in  the  bus ines s .  There fore ,  they  
s eek the  bes t  r e tu rn  on  the i r  inv es tmen t .  They inv es t  the i r  t i me  
and  energ y wi th  an  e mp lo yer .   
F igu re  5 .1  p res en ts  a  to ta l  r ewards  mode l  tha t  c ou ld  be  us ed  as  a 
gu ide  b y o rgan is a t ions  s eeking  to  address  gaps  in  the 
re munera t io n ,  r e ward  and  rec ogn i t io n  o f  kno w ledge  workers  
 
 
92 
 
F igure:  5 .1  To ta l  rew ards  model  
 
 
Sources:  Wo rldatw ork  (2011)  
The mode l  s ho ws  tha t  c o mpens a t ion c an  be  a  c o mb i na t ion  o f  
tang ib les ,  s uc h  as  mar ke t - r e la ted  f i x ed  s a la ry  and  v a r iab le  pa y,  
fo r  ex amp le ,  s hare s c hemes  o r c ommis s ion s t r uc tu res  p lus  
bene f i ts  s uc h  as  hea l thc are,  r e t i re ment  s c he mes  and  generous 
leav e  a l lowanc es .  Th is  i s  in  l ine  w i th the  rec o mmendat io n  made  
ear l ier .   
Rewards  c an  a ls o  inc lude  in tan gib les  s uc h  as  lea rn ing  and  
dev e lop ment  oppor tun i t ies  fo r  e x amp le  pa id - fo r -s tud ies  and  
ov ers eas  c ours es .  Manage ment  o f  know ledge  workers  s hou ld  a ls o  
p rov ide  an  env ironment  where  oppor tun i t ies  to  grow a re  v is ib le .  
Th is  c an  re la te  to  pe rs ona l  o r  p ro fess iona l  dev e lop ment  for  the m.  
Managers  need  to  ass is t  them to  d ev e lop  a  c areer  p lan ,  upwards ,  
la te ra l l y ,  o r  ev en  re loc a t ing  them.  I t  s hou ld  be  re me mbered  tha t  
kno w ledge  wor kers  c ons ider  the ms e lv es  f r ee  agents ,  p lo t t ing  the i r  
es c ape  to  s ta r t  own v en tu res .  I f  t he i r  en t rep reneur ia l  s k i l l s  a re  
rec ogn is ed  and  rewarded  they  a r e  les s  l i ke l y t o de fec t .  I t  i s  
the re fo re  rec ommended  tha t  the  foc us  is  p lac ed  on 
en t rapreneurs h ip  tha t  bene f i t s  the  c o mpan y.   
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The theore t ic a l  s tud y ind ic a ted  tha t  fo r  kno w ledge  work ers  
o rganis at ions  mus t  no t  be  too  p resc r ip t iv e  in  te rms  o f  the i r  
lea rn ing  ex per ienc es  bu t  mana ged  lea rn ing  on  a  more  
ind iv idua l is ed  bas is ,  a l lo wing  kno wledge  wor kers  to  c ra f t  t he i r  
own ex per ienc es .  I t  i s ,  ho wev er ,  s ugges ted  tha t  o rgan is a t ions  as k  
kno w ledge  workers  to  s ubmi t  p rop os a ls  fo r  thei r  ex pos ure  and  
lea rn ing  and  tha t  k now ledge  wor kers  need  to  de mons t ra te  ho w 
s uc h  p ropos ed  lea rning  is  a l igned  w i th  t he  v is ion  and  goa ls  o f  the  
o rganis a t ion .  Co mmi t ment  i s  more  ens ured  when  t ra in ing  and  
dev e lop ment  i s  c ompan y-s pec i f i c ,  imp l y ing  re la ted  to  the  indus t r y  
and  ex per t i s e  tha t  the  c o mpan y is  known fo r .    
Managers  need  to  hav e  c a reer  c onv ers a t ions  wi th  kno wledge  
workers .  Managers  need  to  kno w the i r  ta len t ,  fo r  ex a mp le ,  what  
they  c an  do  and  where  the y c an  dev elop .  Managers  need  to  g iv e 
pers pec t iv e  and feedbac k on  ta l en t  goa ls .  Managers  s hou ld  
d is c uss  p res en t  and  fu tu re  t rends  in  the  o rgan is a t ion  to  c la r i f y  
c ompete nc e  and  kno wledg e  needed  fo r  fu tu re  g rowth  and  a l wa ys  
d is c uss  mu l t ip le  c a reer  op t ions  wi th  kno wledge  wor kers  to  
e mpo wer  the m and  ma ke  the m fee l  and kno w tha t  the y  a re  
rec ogn is ed . 
Compan ies  s hou ld  p rov ide  t r a in ing  a nd  dev elop ment  
oppor tun i t ies .  Fur the r ,  l in ked  to  th is ,  i s  the  p rov is ion  o f  
men to r in g ,  the  ma in  purpos e  o f  wh ic h  s hou ld  be  lea rn ing  and  
g rowt h ,  the  t r ans fe r  o f  kno w ledge  o f  o rgan is a t iona l  v a lues ,  and 
methodo log ies .  Th is  b r ings  s t r ong t r us t  r e la t ions h ips  where  
c on f iden t ia l i t y i s  a l lo wed .  Pre fe rab l y a  s en io r  pe rs on  f ro m ano ther  
d iv is ion  s hou ld  be  appo in ted  as  mento r  and  no t  a  s ub-o rd ina te -
s uper io r  re la t ions h ip  as  th is  c an  c rea te  c on f l i c t  as  we l l  as  an  in -
ward  foc us .  The  mento r  c an  ge t  the  kno wledge  wor ker  to  th in k  
abou t  the  s i tua t ion  in  ne w wa ys  and  us e  own  ex per ienc es  to  gu ide  
and  adv is e .  
Organ is a t ions  s hou ld  a ls o  c ons ider  job  enr ic h ment .  Ho wev er ,  th is  
mus t  be  ind iv idua l is ed .  W hat  en r iches  one  kno wledge  wor ker  c an  
be  les s  c ha l leng ing  fo r  ano th er  kn owledge  worker .  Managers  o f  
kno w ledge  wor kers  need  to  hav e c onv ers a t ions  wi th  the m,  to  
d is c uss  the i r  job  s i tua t ions  and  how to  enr ic h  thes e  s i tua t ions .  
Here  ma nagers  c an  es tab l is h  wide-s pread  par t i c ipa t ion ,  b y g iv ing  
kno w ledge  workers  a  p la t fo r m to  c ome  up  w i th  ne w ideas  and  
s o lu t ions  to  p rob le ms ,  ge t  the m inv o lv ed  in  budge ts  and 
e mp lo y ment  dec is ions ,  and  ro ta te  th e m be tween  as s ignments .  
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Managers  s hou ld  a lwa ys  p rov ide  f r equen t  feedbac k,  as  kno wledge  
workers  wan t  to  r ec e iv e  and  g iv e  feedbac k as  o f ten  as  ev ery  day.   
I t  i s  fu r the r  r ec ommended  tha t  s en i o r  managers  fo r m c los er  bonds 
w ith  kno w ledge  workers ,  and  to  the i r  op in ions  and  ideas .   
5 .4  ARE AS FOR F UTURE  RE SE ARCH 
The fo l lo w ing  a reas  for  fu tu re  res earc h  hav e  been  iden t i f ied :  
a)  The  s tud y de l iv e red  in te res t ing  and  enc ourag ing  res u l t s ,  bu t  
was  res t r i c ted  to  the  human re s ourc e  and  rec ru i tment  
c ompan ies  in  Por t  El i zabe th .  Si mi la r  s tud ies  c ould  be  
c onduc ted  in o ther  a reas  and  wi th  o ther  indus t r ies .  
b)  W h i le  kno w ledge  wor kers  a re  a l r ead y c ons idered 
kno w ledgeab le  and  ex per ienc ed ,  and  tak ing  res pons ib i l i t y fo r  
the i r  o wn dev e lop ment ,  i t  wou ld  be  in te res t ing  to  p robe  the i r  
pe rc ep t ions  o f  the idea l  men to r i ng mode l  fo r  kno wledge  
workers ,  wi th  c ogn is anc e  o f  the  t yp e  o f  men to r ,  the  mento r -
p ro tégé  re la t ions h ip  and the  t ype  o f  in te rv en t ions  tha t  wi l l  
bene f i t  kno w ledge  workers .  
5 .5  PROBLE MS AND LI MIT AT IONS 
No ma jo r  p rob le ms  were  ex per ienc ed  dur ing  the  dura t ion  o f  the  
s tudy.  Minor  p rob le ms  re l a ted  t o  the  ad min is t ra t ion  o f  the  
ques t ionna i re  and  s pec i f i c a l l y to  ob ta in ing  an  adequa te  nu mber  of  
r es pons es .  Th is  p rob lem was  ov erco me b y  a  fo l lo w-up  s u rv ey.  
A  l i mi ta t ion  o f  the  res earc h  was  tha t  i t  f oc us ed  on ly on  the  hu man  
res ourc e  and  recru i t men t  in dus t ry.  Th is  indus tr y in  genera l  
e mp lo ys  s pec ia l i s t s  bu t  in  te rms  o f  head  c oun ts  i t  emp lo ys  fe wer  
e mp lo yees .  To  ov erc ome th is  p rob l e m,  t he  res earc her  c onduc ted 
in te rv iews  w i th  ke y  peop le  in  the  s e lec ted  s amp led  o rgan is a t ions  
in  the indus t r y.  
5 .6  CONCL USI ON 
Managers  and  o rgan is a t ions  s hou ld  c ons tan t ly be in  s earc h  o f  
s t r ateg ies  and  prac t ic es  o f  manag i ng  know ledge  wor kers  fo r  the  
op t i ma l  bene f i t  o f  the i r  o rgan is a t i ons .  Thes e  s t r a tegies  s hou ld 
foc us  on  remunera t ion ,  r e wards  and  rec ogn i t ion ,  kn o wledge  
manage ment ,  pe r fo rmanc e  manage ment  and  the  re ten t ion  of  
kno w ledge  workers .   
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The hu man res ourc e  depar tment  h as  an  impor t an t  r o le to  p la y in  
s e t t ing  up  bes t  s t r a teg ies  fo r  man ag ing  and  re ta in ing  kno wledge  
workers .  
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APPENDIX 1 
 
Dear  Res ponden t  
 
I  a m a  pos t -g radua te  s tuden t  s tudying  to wards  my MB A (Mas te rs  
in  Bus ines s  Ad min is t r a t ion )  a t  the  Ne ls on  Mande la  Met ropo l i tan  
Univ e rs i t y.   The  top ic  o f  my res earc h  p ro jec t  is  The management  
o f  knowledge worke rs  fo r  th e  opt imal  benef i t  o f  an  
o rgan isat ion .    
 
I t  w i l l  be  apprec ia ted i f  you  c ou ld  ans wer  a  few ques t ions  in  th is  
r egard ,  wh ic h  s hou ld  no t  take  more  than  f i f t een  minu tes .   Pleas e 
no te  tha t  the  ques t ionna i re  is  c omp le t ed  anon ymous l y.   Ple as e  
s ubmi t  the  c o mp le ted  ques t ionna i re by 23  August  2013 .   W e 
than k you  in  adv ic e  fo r  your  c on t r ibu t ion  in t h is  s tudy.  
 
Shou ld  an y c la r i f i c a t ion  be  need ed  p leas e  do  no t  hes i ta te  to  
c on tac t  me.  
e - ma i l :  t hobe la77@web mai l .c o .za  /  t jav u@s a lga .o rg .za    
 
Than k you  v ery muc h .  
 
Mr  TT J av u 
Superv is o r :  Dr  A  W erner  (Te l :  041  5 04  3749)  
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APPENDIX 2 
 
Please supply the following information by making an ‘X’ in the appropriate 
block.   
 
1. Gender   
Male  Female  
 
2. Age bracket 
20 – 24 25-35 36-45 46+ 
 
3. Racial group 
Black  Coloured   White  Any other, please specify  
 
4. Employment type 
Fixed term contract staff member  
Permanent staff member  
 
5. Job category  
Academic   Professional  Technical   
 
 
6. Highest qualification 
Matric  Diploma  Degree  Post-graduate 
Degree 
 
 
7. Length of service 
Less than a year 2– 5 years 6 – 10 year 11 – 15 years  16 + years 
 
 
SECTION A: DEMOGRAPHIC INFORMATION 
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Indicate the extent to which you agree with the following statements by 
making an ‘X’ in the appropriate box.   
  
REWARDS, REMUNERATION AND 
RECOGNITION 
St
ro
ng
ly
 A
gr
ee
 
A
gr
ee
 
U
nc
er
ta
in
  
D
is
ag
re
e 
St
ro
ng
ly
 d
is
ag
re
e 
1 My remuneration package matches the 
responsibilities that I have 
     
2 Knowledge workers are fairly rewarded for their 
performance  
     
3 I am praised when I do a good job      
4 There is a clear link between excellence and 
remuneration 
     
5 I am rewarded for successfully accomplishing 
organisational goals 
     
 
 RETENTION 
St
ro
ng
ly
 A
gr
ee
 
A
gr
ee
 
U
nc
er
ta
in
  
D
is
ag
re
e 
St
ro
ng
ly
 d
is
ag
re
e 
 
SECTION B:  REWARDS, REMUNERATION AND RECOGNITION OF 
KNOWLEDGE WORKERS 
 
SECTION C:  RETENTION OF KNOWLEDGE WORKERS 
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1 I have a promising future in this organisation      
2  My company develops knowledge workers for 
long term employment at the corporation. 
     
3 I hardly ever think of leaving SALGA      
4 I feel positive about my future at my company       
5 Flexible working arrangements are offered to 
attract and retain knowledge workers. 
     
6 The company tries their best to ensure that 
knowledge workers will not want to leave the 
organisation. 
     
 
 
 
 
 
 
 
 
 
  
 
Perceptions 
St
ro
ng
ly
 A
gr
ee
 
A
gr
ee
 
U
nc
er
ta
in
  
D
is
ag
re
e 
St
ro
ng
ly
 
di
sa
gr
ee
 
1 My manager and I regularly discuss the 
improvement of productivity levels. 
     
2 Productivity is regularly measured at my 
company 
     
3 The physical working conditions at my 
company support productivity. 
     
4 I am encouraged to be innovative in my job      
5 My company has a culture that promotes 
excellence 
     
6 My goals are aligned with the vision/mission      
7 Employees are encouraged to form high      
 
SECTION E: PRODUCTIVITY 
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performance teams. 
8 Focus placed on continuously quality 
improvement.  
     
9 I am encouraged to act as a change agent       
10 I am encouraged to serve as a mentor to others      
11 I am encouraged to share my experience with 
others. 
     
12 I am encouraged to generate information that 
will benefit the corporation 
     
13 I am encouraged to develop the intellectual 
capital of the organisation 
     
14 I am empowered to influence the decision 
making of more senior managers 
 
     
 
 
 
 
 
 
 
  
 
Perceptions 
St
ro
ng
ly
 A
gr
ee
 
A
gr
ee
 
U
nc
er
ta
in
  
D
is
ag
re
e 
St
ro
ng
ly
 
di
sa
gr
ee
 
1 My manager and I clarify my job expectations 
together 
     
2 I am trusted to manage my own performance      
3 My manager encourages me to constantly 
achieve new goals 
     
4 I do get feedback on my performance      
5 I am coached to develop the necessary 
competencies in my job 
     
6 My manager is supportive        
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7 Good performance is encouraged through the 
provision of rewards 
     
 
 
 
 
 
 
 
  
 
Perceptions 
St
ro
ng
ly
 A
gr
ee
 
A
gr
ee
 
U
nc
er
ta
in
  
D
is
ag
re
e 
St
ro
ng
ly
 
di
sa
gr
ee
 
1 There are open channels of communication at my 
company 
     
2 I consider career growth, learning and 
development as important motivational factors in 
my job 
     
3 My skills and talents are properly utilised in my job      
4 My job is exciting and challenging      
5 I am free to come up with new ideas on how to 
improve my work 
     
6 I feel respected here at my company      
7 I get involved in decisions that affect my job      
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Perceptions 
St
ro
ng
ly
 A
gr
ee
 
A
gr
ee
 
U
nc
er
ta
in
  
D
is
ag
re
e 
St
ro
ng
ly
 
di
sa
gr
ee
 
1 I understand the HR strategy and goals of my 
company 
     
2 I am allowed to question rules and procedures      
3 There is a direct link between performance and 
incentives at my company 
     
4 There are equal opportunities for promotion within 
my company 
     
5 My company acknowledges and utilizes my skills 
and training 
     
6 There are visible career progression paths within 
my company 
     
7 Disciplinary policies are fairly applied      
8 Performance appraisals are fair and consistent      
9 New staff receive adequate orientation to help them 
settle down 
     
10 A climate of participation in decision making is 
created  
     
11 Staff loyalty at my company is recognised      
12 Knowledge workers are recognised for the effort 
they put into the company 
     
 
Is there anything else that you would like to add in terms of the management of knowledge 
workers for the optimal benefit of the organisation?  
 
SECTION E: HUMAN RESOURCES STRATEGIES  
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...................................................................................................................................................
...................................................................................................................................................
................................................................................................................................................... 
 
Thank you for your assistance, it is appreciated. 
 
Thobela Terrence Javu 
 
 
 
 
 
 
 
 
 
